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SYNOPSIS  
 
Hamilton-Wentworth District School Board (HWDSB) has a vision in which Curiosity, Creativity, and 
Possibility empower students to learn and grow to their full potential in a diverse world. With 50,000 
students and 93 schools, HWDSB embraces Effective Communication as one of its five strategic 
priorities.  
 
In support of Effective Communication, an NSPRA Communication Audit was completed and a 
strategic communications plan was created highlighting an area of digital engagement. The global 
pandemic accelerated this area as HWDSB, like other districts, relied on technology and engaged 
families in a virtual experience.    
 
Family communication during this time was marked with challenge as described in Thoughtexchange 
research. Perceptions of ineffective or inconsistent communication was the experience for the majority 
of 1,250 participants. It was clear that HWDSB needed to standardize practices and support staff to 
be effective communicators.  
 
HWDSB believes that effective communication builds positive relationships with school communities. 
In August 2022, HWDSB developed and introduced Communication Standards, which is the first of 
its kind in Ontario.   
 
The Communication Standards were designed to help families be well informed and knowing what to 
expect. The Communication Standards also provides guidance to staff to know how, what, and when 
to communicate.   
  
Communication Standards builds on the strategy that promotes standardized digital platforms (see 
Digital Tools for Students, Parents, and Staff) and offers a positive customer service experience.   
  
Through the standards, HWDSB has defined what expected topics will be shared via direct communication 
with parents. Staff have clarified the ways that employees communicate with families by using essential 
channels such as by phone, email, and mail, or supportive channels such as websites, Parent Portal, or 
social media, for example. Staff have also outlined what additional communications may look like 
beyond the minimum expected standards.  

Communications is an individual experience and for staff, a practice. The implementation of the 
comprehensive and strategic program celebrates Communication Standards and supports an effort 
that communication is improving. Through evaluation efforts, the defined publics welcomed the 
positive change.  

HWDSB’s value towards communication is at the heart of this work. The Communication Standards 
is the district’s commitment to families.  
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PROGRAM SUMMARY | RESEARCH 
 
Secondary Research 
 
Across North America, there was minimal research available on the topic of district Communication 
Standards. In the secondary research, staff found communication satisfaction surveys, standards of 
information technology infrastructure, and policies/procedures related to communication procedures 
(e.g. crisis management or school emergency closures). Districts also produced guidance documents 
about how parents can address concerns. The development of the HWDSB Communication 
Standards, however, is unique and can act as secondary sources of research for other districts.   
 
Research into other organizations ‘standards of practice’ became helpful to create communication 
standards. Examples include: Accessibility Directorate of Ontario: Accessibility Standards; Ontario 
College of Teachers: The Standards of Practice for the Teaching Profession; Public Relations Society of 
America: Ethical Standards; and US Army: Communication Guidebook.  
 
 
Primary Research 
 
NSPRA Communication Audit: The audit was complete in 2017 and became the foundation for 
renewal in HWDSB’s Effective Communication priority within its strategic directions. The 
Communications & Engagement Plan was created to implement the recommendations of the audit, 
which included the consolidation of platforms and advocated for consistent communications.  
 
A digital engagement strategy was then adopted to standardize platforms and provide clarity in 
district communications. As an example, HWDSB transitioned from Google to Microsoft. In addition, 
HWDSB confirmed a catalogue of 13 platforms and a structure to approve new ones for the district.   
 
Thoughtexchange: HWDSB initiated a Thoughtexchange in 2021to ask parents about their 
communication experience during the pandemic. The Thoughtexchange welcomed 1,251 participants 
who were primarily parents, and generated 1,016 thoughts with 19,245 ratings. HWDSB heard: 
Duplication and overload (144 respondents); Difficultly in receiving and finding information (101); 
School staff and school board communications was sparse (94); Emails and texts were irrelevant (85); 
Robocall timing, frequency and usefulness (50); Platform referrals lacked detail (52); Frequency, 
usefulness, and low urgency of content (50); Accessing on social media and applications was difficult 
(14); and lack of translation services was not equitable (8).  
 
Problem Statement and Situation Analysis 
 
During the COVID-19 pandemic, HWDSB learned many lessons reported by its diverse communities 
about its communication practices. The pandemic exposed HWDSB’s barriers, even when Effective 
Communications was identified as a strategic priority in its multi-year strategic plan.  
 
Parents informed district staff that they experienced communication differently from school to school 
and class to class. Their perception of communications was complex, being effective, but also 
inconsistent and repetitive. Some parents felt they did not always receive information that affected 
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their child/ren in a timely manner or at all. There was also an opportunity to educate more about 
HWDSB’s digital platforms.  
 
As public health measures were starting to ease, principals and vice principals were also needing 
support in their leadership to renew their communication knowledge, skills, and abilities. There was a 
need to transition back to school-based communication from the perceived district, top-down 
approach that was experienced during the pandemic.  
 
A collective and comprehensive effort was needed to deliver high communication standards.  
 
 
Goal 
 
In a culture of effective communication at HWDSB, parents will have trust and confidence in their 
child/ren’s educational experience as staff deliver high communication service and standards.  
 
 
Objectives  
 
Senior administration (director of education and superintendents)  

1. By August 2022, 100 per cent of the senior team will be aware, endorse and support staff in 
time for the Communication Standards to be implemented in the 2022-23 school year.  

 
Principals/vice-principals and managers  

2. By February 2023, 15 per cent of principals and vice-principals will model their commitment 
for their colleagues by participating in a Communication Standards engagement activity.  

3. By March 2023, 75 per cent of principals and vice-principals will report through a pre- and 
post survey that they feel more supported in their ability as effective leaders/communicators 
because of the Communication Standards. 

4. By October 2022, two learning sessions will take place for managers to understand the 
standards.  

 
Parents  

5. By March 2023, 50 per cent of parents surveyed will report an enhanced attitude or 
perception of communications at HWDSB.   

6. By June 2022, parents consulted will identify at least 25 topics for which they consider 
expected and important to them.   

7. In the 2022-23 school year, five communication opportunities will emerge that are in direct 
response to feedback shared by parents to enhance communication operations at HWDSB.  

 
Employee group leadership  

8. By October 2022, 100 per cent of leaders of HWDSB’s employee groups will be aware of the 
Communication Standards.  
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PROGRAM SUMMARY: ANALYSIS / PLANNING 
 
Strengths and Opportunities: Effective communications was already a priority within HWDSB’s 
strategic direction. With digital platforms standardized, HWDSB was well positioned to standardize 
responses and develop communication standards.  
 
During spring 2022, HWDSB was in transition from intense public health measures. There was an 
opportunity to return to basics. Educators were expressing a sense of learning recovery to support 
students; the communications and community engagement team was calling for a communications 
recovery to support leaders in their ability to communicate.   
 
Weaknesses and Threats: During the development of the Communication Standards, it became 
evident that a parent’s perception of communication is individual and may differ from what the 
standards suggest. Parents have also gone to the media during a concern and reported that “no one” 
contacted them, which is often untrue and a threat to customer service and reputation.  
 
Educators support classroom-home communication. The communications team relied on principals 
to communicate with their school teams, which was a challenge among their priorities. Also, there was 
labour disruption in the fall 2022 as education workers were without employee contracts.  
 
The communication of the Communication Standards was contingent on awareness and perception. 
Families experience expected topics at various times and ways. The success of this work is dependent 
on the perception that communication is being strengthened and not based on the volume of 
communication outputs.  
 
Audience Identification, Profile and Analysis  
 
Primary Publics: Parents representing the Parent Involvement Committee, school council members 
and Home & School Association, senior administration, principals/vice principals, and managers  
 
Secondary Publics: Employee group leadership, all staff, all parents, and the board of trustees  
 
Key Messages  

 Effective communication at HWDSB starts with standards; a commitment to families! 
 HWDSB wants families to be well informed and knowing what to expect. At the same time, 

staff are supported to know how, what, and when to communicate.  
 Communication Standards: Build confidence and trust; Demonstrate leadership and care; 

Honour all voices through feedback; Show responsiveness to mitigate issue; and Accelerate 
engagement. 

 
Budget: The communication effort was low-cost at $4,600 CAD. Costs for research, such as 
appreciation items to participants, the purchase of cookies/baked goods, prize to the winners of the 
engagement activity, poster printouts, and event launch. Refreshments and mileage for staff were 
considered for public sessions. All design and video work was done in house.  
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PROGRAM SUMMARY: COMMUNICATION / IMPLEMENTATION 
 
Strategy No. 1: Development   
 
The Communication Standards were developed, trialed, and approved by senior administration 
between January and June 2022. The project was supported and co-created by the interim director of 
education with final approval in June.   
 
Activities and tactics used to develop the standards include preparing materials and presentations. 
Approximately 20 one-on-one sessions or focus groups were held with key publics to consult, create, 
learn, and receive feedback about communication expectations and standards.  

 Parents were asked what they wanted to include in the standards influencing the final product.  
 Staff engagement included managers, members from Risk Management, Health & Safety, Safe 

Schools, Equity, Specialized Services, employee group leaders, and K-12 program.  
 The Hamilton-Wentworth Principal Council (HWPC) represents all principals and vice-

principals in the district. HWPC met three times and validated the Communication Standards.  
 NSPRA mentors were engaged, as Communication Standards were unique and challenging.  

 
A visual representation of the Communication Standards was created upon its approval. A nine-page 
internal guidance document was developed for all staff and a public information post on the website.   
 
The Communication Standards were celebrated at the launch event in August 2022 to kick-off the 
2022-23 school year. Event logistics, videos, blog posts, social media, and system messaging were 
used during the opportunity that included the Communication Standards.  
 
Strategy No. 2: Leadership  
 
Communications is an essential skill in building strong leaders and navigating changing environments. 
Leaders build trust within the district and in school communities. Principals, vice principals, 
managers, union partners, and support staff were identified within this strategy. A key tactic/resource 
created was a digital Communication Guide for Service Leaders and Principals. Within the guide was 
digital library of templates created to support leaders on how to communicate and deliver standards.  
 
The Shaping the Standards memo series was published each month producing seven in total. Each 
edition provided key highlights of the Communication Standards and offered best practices for Service 
Leaders and Principals to communicate effectively. Each memo was published before a monthly 
principal learning session where more than 200 administrators gathered to discuss school operation 
matters. Posters were printed. The Communication Standards was highlighted at various times during 
these sessions and a booth was set up with staff from the Communications and Community 
Engagement team to provide support during breaks and lunchtime.  
 
Strategy No. 3: Engagement  
 
An engagement strategy emerged to raise awareness about the Communication Standards to change 
perceptions among parents and support for principals.   
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 PIC Connects: Together, with the chairs of the Parent Involvement Committee (PIC), the 
Manager of Communications and Community Engagement took the Communication 
Standards on the road in a series called PIC Connects. These sessions totaled five in the 2022-
23 school year. The in-person opportunity allowed the leaders from the district-level parent 
involvement committee to support school-based parent committees.  

 
 Principals’ Pledge: Engagement among principals, vice-principal and service leaders was done 

with an engaging baked-goods theme at learning sessions and system events as the team was 
“shaping the standards” like cookies being shaped from dough. A bake sale was held as a 
culminating engagement activity. Principals were asked to submit a baked item to represent 
their commitment, their pledge and call to action, to the Communication Standards. Flyers, 
direct email messages, incentives/prizes, memos, and promotion on HWDSB’s employee 
intranet rounded the tactics for this engagement strategy.  

 
Strategy No. 4: Content  
 
External communications and broad awareness of the Communication Standards was needed. A 
content strategy was used to share information about the Communication Standards, as well as the 
topics and events at HWDSB. Videos, all-staff messages, website blog posts, and social media were 
used to execute information and demonstrate effective communication.  
 

 Expected Communication Topics/Tactics: A feature of the Communication Standards 
differentiates between expected and additional communication. Template letters were written 
for expected topics such as bus accident, coyotes on property, new teacher/principals etc.  

 
 Additional Communication Topics/Tactics: A series of newsletters were created for the 2022-

23 school year including a district-level newsletter called Now @ HWDSB, a Trustees newsletter 
for local school/ward news, a monthly newsletter from the Parent Involvement Committee to 
parents called The PIC Connection, and a weekly newsletter from the Director to Board 
members called Trustees’ Weekly.  

 
 
PROGRAM SUMMARY: EVALUATION 
 
Evaluation for senior administration (Objective 1)  

 All members (11 in total) were directly supported with a learning session in June ready for the 
start of the school year. In particular, the five superintendents who lead HWDSB’s 93 schools 
and 201 principals and vice principals were given additional training.  

 
Evaluation for principals, vice-principals, and managers (Objectives 2-4)  

 18 per cent of principals/vice-principals took action/made a pledge and modeled their 
commitment to the Communication Standards. This is a three per cent objective increase. 

 $802 was raised from the engagement activity (bake sale) with proceeds donated to the 
Hamilton Foundation for Student Success and helped four students facing education barriers. 

 84 per cent of principals/vice-principals surveyed said they felt more supported in their ability 
as an effective leader because of the Communication Standards. Even though 93 per cent said 
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in the pre-survey, seven months prior, they already had what they needed to be effective 
leaders.  

 Two learning sessions were completed by October where managers reported they understood 
their role in supporting superintendents when communication was required.   

 52 templates were written for principals/vice principals on expected topics.  
 11,300 views on the Communications Standards page on HWDSB’s intranet.  

 
Evaluation for Parents (Objectives 5- 7)  

 63 per cent of respondents who knew about the Communication Standards said that HWDSB 
is more effective in their communication.   

 30 parents were directly consulted within the development strategy.  
 42 expected topics were recorded from the consultation; 64 topics were in the final guidance.  
 Nine communication opportunities, from the five stated in the objective, emerged because of 

the direct feedback shared by parents to enhance HWDSB communication operations.  
1. Board newsletter (Now @ HWDSB): 8,823 website hits on the HWDSB newsletter  
2. Trustee newsletters (11 individual newsletter to Ward schools): 65 per cent 

compliance of newsletters shared by principal to schools as of this submission.  
3. Trustees Weekly: 28 newsletters to date have been shared to the Board of Trustees 

reflecting content that appears on social media or on the HWDSB website. 
4. Police relations: HWDSB’s communication team and Hamilton Police Service media 

relations office confirmed communications process involving police matters.    
5. COVID-19 response: Consolidation of COVID-19 communication and promoted 

updated public health measures using Communication Standards guidance.  
6. Digital Platform preferences: Promotion of Digital Tools for Families was shared during 

Back to School and Kindergarten Registration communication. 
7. Director’s Twitter: New account was created with 613 followers since September 2022 
8. The HWDSB App: 7,796 downloads of the new App since August 2022. 
9. Engage HWDSB (Bang the Table/Engagement HQ): 4,006 site visits and 243 site 

registrations were submitted since the platform was launched in October 2022. 
 
Evaluation for Employee Group leadership (Objective 8)  

 All employee group leaders attended a roundtable discussion. This highly valued group 
represents teachers, office administrators, education workers, caretakers, educational 
assistants, early childhood educators, and occasional staff. Changes were made as a result of 
suggestions and conversations to enhance the final Communication Standards.  

 
Next steps/reflections: The Communication Standards will continue to be practiced and evaluated 
over time and with each scenario. As staff experience different aspects of school life and measure them 
against the standards, parents will inform their satisfaction about communication over time based on 
district performance. HWDSB can easily modify their practices while following the structure of the 
Communication Standards.    
 
Staff will continuously learn and build from expected and additional communications. School audits 
and more training will be done in the future for quality control and consistency. Stories of exemplar 
communication will also be shared as stories. Overall, the communication effort of the 
Communication Standards was a success. While more work is needed to support communication, 
HWDSB has shown its value in Effective Communication.  
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SUPPLEMENTARY MATERIALS | Communications Standards (External and Internal)  
 

 
Communication Standards: https://www.hwdsb.on.ca/about/media/communication-standards/  
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Communication Standards – Internal Version  
 
 
Introduction  
 
Communication Standards is a strategy within Effective Communications priority of the 2017 Strategic 
Directions and the 2018 Strategic Communications and Engagement Plan. Communication Standards 
builds on the strategy that promotes standardized digital platforms. 
 
During the COVID‐19 pandemic, Hamilton‐Wentworth District School Board (HWDSB) accelerated digital 
engagement by confirming the standardized platforms used in the district. With the approved platforms, 
and a process to approve new platforms through Executive Council, the Communications and 
Community Engagement department moved to confirm standardized communication topics to 
communicate to families.  
 
Why Communication Standards?  
 
Communication builds positive relationships among our communities. HWDSB is committed to keeping 
parents, guardians, and caregivers well informed and knowing what to expect. Used effectively, 
communication builds trust and confidence, while supporting leaders in their role to demonstrate 
responsiveness, mitigate developing issues, and show care.  
 
Communication Standards help staff communicate effectively. Staff will know how, what, and when to 
communicate.  
 
Standards create a consistent experience for families from school to school and remove duplication of 
messaging that may add unnecessary noise, which can be a barrier to those who receive messages from 
the sender. Clear communication also provides space for feedback, which is a priority in HWDSB 
communications as we honour all voices.  
 
Communication standards in practice will also open opportunities to accelerate engagement with our 
communities.  
 
Who are Communications Standards for?  
 
Communications Standards are for parents, guardians, and caregivers who entrust HWDSB staff with 
their child/ren. In addition, Communication Standards is a supportive resource for staff members who 
are in positions where they communicate with parents, guardians, and caregivers.  
 
When do you refer to Communications Standards?  
 
Communications Standards are a guide to use when determining when communication is required and 
when effective practices of communication can contribute to a positive school environment. Standards 
promote effective communication.  
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Communication Standards for Staff (Internal)  
 

 HWDSB communicates through essential and supportive channels, which includes digital 
platforms 

 Direct communication is shared with parents, guardians and caregivers on expected topics using 
essential channels   

 Effective practices are used to communicate with parents, guardians, and caregivers on 
additional topics using supportive channels  

 Staff from the classroom, the school, and the district know their responsibility to effectively 
communicate with a parent, guardian, or caregiver 

 Staff will communicate in a timely manner and adhere to the Right to Disconnect Procedure 
 
 
 
Communication Standards for Parents, Guardians, and Caregivers (External/public facing) 
 
Parents, guardians, and caregivers will receive communication on expected topics  

 In‐person, telephone, email, or mail   

 Emergency communications may occur after hours   
  
Parents, guardians, and caregivers may receive communication on additional topics    

 Websites, Parent Portal, MS Teams, and social media 
 
 
Guiding Principles 
 
Use these guiding principles to support effective communications at HWDSB.  
Communications should be:  
 

 Accessible – to ensure information is available to all  

 Consistent – to align with mission, values, policies, and practices  

 Clear – to provide clarity about the purpose of the message delivered  

 Culturally Responsive – to be aware and accommodate cultural differences   

 Honest – to express the truth without misleading  

 Reciprocal – to evaluate the effectiveness of messages through feedback  

 Respectful of Privacy – to protect individuals’ identities and behaviours   

 Promotes Safety – to ensure a healthy and safe environment  

 Timely – to occur sufficiently, early, and promptly   

 Transparent – to act on good and bad information with rationale 
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Communication Standards Terms 
 
Essential Channels: A parent, guardian, or caregiver is required to provide contact information to 
HWDSB, which includes telephone number and mailing address. Email addresses are essential and 
strongly encouraged as a preferred method of communication between families and HWDSB. Staff 
should be aware of families who do not have an email address.  
 
Supportive Channels: At HWDSB, we value the importance of timely and ongoing communication with 
families. All digital platforms approved by HWDSB enhance communication with families are encouraged 
All digital platforms approved by HWDSB enhance communication with families are encouraged but are 
not required or mandated. All platforms are supportive channels of communication, including Parent 
Portal, MS Teams, and websites. Schools can also use different mediums such as a student agenda, 
newsletter, social media, school announcements, or school signage, for example.  
 
Digital Platforms: Digital platform is any electronic tool for communication and approved by HWDSB 
Executive Council. All HWDSB platforms that parents, guardians, and caregivers need are available on 
the Parent tab on the Board website (www.hwdsb.on.ca/parents), and the Parent Portal. Families can 
also visit the HWDSB App. 
 
Direct Communication: Parents, guardians, and caregivers will receive direct communication in the form 
of an in‐person conversation, telephone, email, or mail when events or situations occur that meet the 
criteria for an expected topic.  
 
Expected Topics: Expected communication topics always meet the criteria for direct communication 
with parents, guardians, and caregivers because the topics uphold a mutual value shared between 
families and staff.  
 
Additional Communication: From a place of expected topics and direct communications – a baseline of 
minimum standards – everything else is a benefit to those who wish to receive communications. 
Additional Communications can range from information that is available to a parent, guardian, or 
caregiver but not always shared directly with them. Such examples include a notification on a website, 
information on a platform, a courtesy message, or campaigns.  
 
Customer Service: Customer service is the support staff offer new and enrolled families who belong to 
the HWDSB family. Communication Standards is part of a larger approach to customer service that helps 
students and families have a smooth and enjoyable experience.  
 
Effective Practice: Schools communicate in a variety of ways based on the needs of the community. An 
individual's knowledge, skills, abilities, and interests in a communication tool or approach support 
effective practices. Effective practices promote effective communication and start with research, 
identifying an audience, and clearly communicating a message.  
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Classification: Parents, guardians and caregivers receive communication from many sources in HWDSB. 
Regardless of who is sending the information, they are the recipient. A classification is an internal term 
that means the communication to parents, guardians, and caregivers comes from the class, school, or 
system. From there, the Communication Standards establishes who is responsible for the 
communication (educator, principal, superintendent, or director). 
 
Roles in Supporting Communication Standards   
 

 Parents, Guardians, and Caregivers: As partners in education, parents, guardians, and 
caregivers can support Communication Standards. They can:  

o Ensure their phone number, email and home address is current at your school 
o Secure passwords for HWDSB Platforms  
o Frequently visit platforms to learn what is new 
o Provide feedback at the class, school, or district levels  
o Navigate general and Human Rights concerns using Addressing Concerns @HWDSB 

resources.  
 

 Educators: Educators communicate most often with parents, guardians, and caregivers and has 
the most direct relationship with the home. As always, educators will use their professional 
judgement to communicate effectively. Communication Standards support classroom 
communications. The classroom educator will directly communicate with parents, guardians, 
and caregivers on behalf of an Educational Assistant. 

 

 Education Workers: Includes members of the Professional Student Services Personnel such as 
occupational therapists and kinesiologists, psychologists, social workers, speech/language 
pathologists and psychoeducational consultants. Education workers in this category support 
individual students and may work with students in small groups. They will often use direct 
communication with families.  

 

 Vice‐Principals/Principals: School leaders communicate with families to build relationships, 
community, and reputation. Effective leaders deliver effective communication. Communication 
Standards become a guide for decision‐making and communication.  
 

 Office Administrators: These roles are supportive to the vice principal/principal and the school’s 
needs. They are frontline staff working directly with families. Scripts, talking points, and access 
to templates for educators and vice‐principal/principal is encouraged.  

 

 Superintendents: Superintendent’s work with service departments to offer support vice‐
principals/principals related to effective leadership practices and to support school operations. 
Executive Assistants act in a coordinating and supportive role.  

 

 Communication Officers: Provide strategic communications to support priorities, governance, 
system programs, emergency, and crisis response. Communication Officers (including Manager) 
provide support to school communications on defined topics.  

 
HWDSB’s Response to Inquiries  
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 Responses will occur within two business days during working hours. For more resources, visit 
Email Guidelines 

 Reference: Right to Disconnect Procedure 

 HWDSB is committed to listening and establishing clear, fair, and effective processes to build an 
environment where human rights are upheld 

 
Guidance on Direct Communications on Expected Topics 
 

Educators  

(Class)  

Education 
Workers  
(Class/School) 
 

Vice‐

Principals/Princip

als (School) 

Superintendent 
Coordination** 
(School)  

Call a 
Communication 
Officer 
(School/System) 

Student learning 
and progress 
(Report Cards 
signed by Principal)  

‐ Connection 
with 
families in 
advance, 
esp. 
progress 
with 
difficulty  

‐ Reference: 
Growing 
Success* 

 

Essential program 
notification (E.g., 
Health and Physical 
Education 
curriculum; signed 
by Principal) 
 

Injury (medical non‐
urgent or reported 
to central reporting 
injury system) 
*All staff witnessing 
and/or directly involved 
should contribute to the 
information reported. 
Educators should be 
aware of injuries in their 
space and with their 
students. 

 
Parent‐teacher 
interviews 
 

Specialized Services  School hours and 
schedule   
 
Student attendance   
 
September Start‐up 
message     
 
Early Intake 
Meetings, IPRC and 
IEP, Transition to 
school, Prevalent 
medical condition, 
and Calming room 
access (frequent 
use over time)  
 
School Council 
recruitment   
 
Extra‐curricular 
involvement (school 
inclusion)  
 
Safe Schools 
reporting, school 
safety  
 
Activities requiring 
participation 
(school 
participation: pink 
shirt day)  
 
Program: 
Transitions and 

Facilities and 
maintenance 
disruptions or 
issues  
 
School renovation 
that impacts 
relocation of 
students from their 
classroom  
 
Equity concerns in 
curriculum causing 
harm to others  
 
Occupational Health 
and Safety concerns  
  
Safe schools (non‐
police: Bullying, 
Gateway, 
Suspension/Expulsi
on, Code of 
Conduct, Dress 
Code, Student 
Behaviour, etc.) 
 
 
Social work 
conversations 
initiated by local 
events seeking 
parent awareness 
(i.e., death, CIRT)   

Police response   
 
Secure Schools 
(Shelter in Place; 
Hold & Secure; 
Lockdown; Bomb 
Threats)  
Evacuation (moved 
off‐site)  
 
Emergency closures  
 
New schools  
 
Boundary changes   
 
Major construction 
project   
 
Bus accidents 
(injury)  
 
Positive/proactive 
media  
  
Negative/reactive 
media  
  
Labour updates 
(Work‐to‐
rule/strike)   
 
Death of a student 
or a staff member 
 
Weather alerts 
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Student conduct 
*Following Safe Schools 
Policies and Procedures 
and Privacy legislation 

 

Excursions  
 
 

Kindergarten 
Orientation   
Staff re‐
organization   
 
Temporary 
replacement  
New Vice‐
Principal/Principal 
 
Evacuation (non‐
urgent): Fire Alarm, 
Suspicious Odour  
 
Bus accidents (no‐
injury)  
Minor health 
concerns 

Outages (Phone, 
internet, or power 
outage) 
 
Approved school‐
year calendar   
 

 
*Growing Success, page 53: “Although there are three formal reporting periods, communication with 
parents and students about student achievement should be continuous throughout the year, by means 
such as parent‐teacher or parent‐student‐teacher conferences, portfolios of student work, student‐led 
conferences, interviews, phone calls, checklists, and informal reports. Communication about student 
achievement should be designed to provide detailed information that will encourage students to set 
goals for learning, help teachers to establish plans for teaching, and assist parents in supporting learning 
at home.” 
 
**When coordination is required by the Superintendent’s Office to support Vice‐Principal/Principal  
Communication: 

 Service departments provide descriptions of events to superintendents, Executive Assistants or 
directly to the Vice‐Principal/Principal  

 Executive Assistants may help draft communication, compile detail, refer to a template, or give 
to Vice‐Principal/Principal/Office Administrator to draft 

 Communication Officer can edit and provide templates 

 Communication comes from school and signed by Vice‐Principal/Principal  
 
Templates for Vice‐Principals/Principals: In the Communications and Community Engagement section 
of the Intranet, there is a Principals’ Communication Guide folder that includes a library of templates. 
These samples include many expected and additional topics that can be used by principals/vice‐
principals, Superintendents and Executive Assistants. If a topic is not uploaded as a template or for any 
questions, please email communications@hwdsb.on.ca.  
 
Minimize duplication: Where possible, parents, guardians, and caregivers should receive direct 
communication from one source. Additional communication often includes voluntary platforms where 
the parents, guardians, and caregivers would expect to receive the same message in multiple channels. 
 



 
 
    Page | 16 
 

No email from a parent, guardian, or caregiver: Vice‐Principal/Principal and Office Administrator should 
be aware of families who do not have an email address or who have opted out of School Messenger 
notifications. This population requires attention to ensure they receive important communication 
 
Support to Educators and Vice‐Principals/Principals 
 
Educators: Vice‐Principal/Principal support educators with communication standards 
 
Vice‐Principal/Principal:  

 Increased training opportunities with IIT to build capacity for Vice‐Principals/Principals/Office 
Administrators on platforms 

 Superintendent’s office support  

 Communication Officers provide Principal Communications Guide, including templates, and 
other areas of support 

 
Decision Tool: Determining who is affected and who gets the communication  
 
Ask the following questions:  

 Does this meet an expected topic to communicate?  

 Have parents, guardians, and caregivers of the child/ren involved been contacted?  

 Was the incident witnessed by others?  

 Do parents, guardians, and caregivers need to support at home conversations with their child?  

 Has harm been caused that requires support or reporting?  

 Who does communication affect most? 

 Are there privacy or safety considerations?  

 Is there a broader conversation or misinformation about a given topic happening where 
communication might support? 

 
Notification to Community Members: When there is a communication that affects the school, the Vice‐
Principal/Principal and Communication Officers supporting schools should consider contacting child care 
partners, neighbours if impacted by site‐related matters, and transportation. Superintendents will notify 
Trustees that meet the threshold. The Communications and Community Engagement team or the 
Director’s Officer will contact the Ministry of Education, if applicable.  
 
Risk Management: All correspondence to families involving incident or injury must be forwarded to 
risk@hwdsb.on.ca for risk management purposes. Staff can ask risk‐related questions and share 
confidential incident reports using this email.   
 
Privacy Office: Contact the Privacy and Information Management Officer at privacy@hwdsb.on.ca with 

any questions related to privacy or if unsure what can be shared. 

Communications and Community Engagement: For more information or questions, contact 
communications@hwdsb.on.ca. For urgent matters, please contact your immediate supervisor.  
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SUPPLEMENTARY MATERIALS | RESEARCH  
 
Overview  
 
HWDSB’s Strategic 
Directions. Effective 
Communications is a priority. 

 
 
 
 
 
 
 
 
 
NSPRA Communication Audit and Strategic Communications and Engagement Plan   
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Thoughtexchange  

 
  
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
    Page | 19 
 

SUPPLEMENTARY MATERIALS | RESEARCH  
Strategy No. 1: Development  
 

 
 

 
 

 

 
 
 
 
 
 

Refer to page to pages 9-16 for Communication 
Standards or access this link: 
https://www.hwdsb.on.ca/about/media/communicatio
n-standards/  
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Strategy No. 2: Leadership  
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Strategy No. 3: Engagement (PIC Connects Sessions and Bake Sale Engagement) 
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Pictured left: Superintendent 
Jane Macpherson’s family of 
school 5 presented with a 
prize by the Manager of 
Communications and 
Community Engagement. 
FOS 5 has the most 
principals make a pledge 
and submit baked items.  



 
 
    Page | 23 
 

Strategy No. 4: Content 
Twitter 

 

 

 

Instagram  
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Facebook  

 

HWDSB Newsletter: https://www.hwdsb.on.ca/blog/now-hwdsb-winter-2023/  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 

HWDSB App 
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Director’s Annual Report, published 
in December, 2022, highlights 
Communication Standards within its 
Effective Communication priority. 
Read more: 
https://www.hwdsb.on.ca/about/se
niorteam/directors-annual-report-
2021-22/  
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SUPPLEMENTARY MATERIALS | EVALUATION  

 

 

Digital Tools for Families (Above) 

Director’s Twitter Account (shown right) 

Engage HWDSB (Engagement HQ platform) 




