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Procedure Issued : April 2014 
Procedure Owner : Principal / CEO 
 
 This procedure is shared with our students and/or can be obtained: 

o on our website https://docklandsacademy.co.uk/policies-and-procedures,  

o on the desktops of all computers in the library on the top floor, 

o by emailing us at info@docklandsacademy.co.uk. 

 Also, our students are informed about the main aspects of the procedure in the Student 

Handbooks, Induction Seminar and Learning Agreement. 

 The procedure is reviewed and monitored on a regular basis for currency and fitness as part 

of our 1.9 Annual Policy and Procedures Review. 

 

1 Purpose  

The purpose of this Procedure is to describe the standards and the operational procedures 
to be followed by all employees when using landline or mobile telephones for internal and 
external calls, and for personal use. 
 
The procedure provides guidance on when to use telephones, making and responding to 
calls in a way which reflects positively on both the individual and the Academy. 
 
Any incoming (or outgoing) telephone call is potentially the first point of contact with 
members of the public or other connections of the Academy. The first impression given 
when making, and in particular when answering, a call goes a long way towards influencing 
the perception of the Academy’s level of performance and quality of service. It is therefore 
important that all employees are aware of and follow these guidelines. 
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It is recognized that the use of mobile telephones is an essential part of working lives and 
access to a mobile phone may be necessary during working hours. 
 
2 Responsibilities 

When using Academy’s landline and mobile telephones, all users are expected to act 
responsibly, keeping costs to a minimum and using alternative communication tools which 
are provided free of charge where possible.  
 
When making or receiving any calls, internal or external, employees should aim to be 
pleasant, informative, helpful and brief. 
 
Employees are responsible for all calls made on the Academy’s mobile phone (which is 
generally used for out of hours and emergencies by the designated members of staff), and 
for the safe-keeping of the phone. 
 
It is illegal to make or receive a call using a mobile telephone whilst driving if the phone is 
held by hand during any part of the operation. Users should also be aware that they can be 
prosecuted for using “hands free” devices if they fail to properly control their vehicle. Users 
are responsible for any fine or other penalty incurred for breach of legislation if using the 
Academy’s mobile phone or “hands free” device whilst driving. 
 
The Academy’s mobile phone remains the property of the Academy and must be returned if 
the user leaves the Academy’s employment. Failure to do so may result in the employee 
being charged an amount equivalent of the phone and any other charges made against the 
account. 
 
If the Academy’s mobile phone is lost it must be reported to a line manager as soon as 
possible. Staff may be required to purchase replacement handset themselves, if this loss is 
due negligence on the part of the user. While it is recognised that occasional personal use 
may be necessary, this should be kept to a minimum. Apps should not be purchased for 
personal use at the Academy’s expense and may not be replaced or refunded if bought 
from personal funds and downloaded to the Academy’s handset. 
 
3 Standards for Making Calls 

Calls to mobile phones are expensive and therefore any calls should be clear, succinct and 
as brief as possible.  
 
International Roaming is only enabled by the Academy’s mobile phone for emergencies not 
on the landlines. 
 
The use of chargeable mobile services such as premium rate text messages, directory 
enquiries etc, is not permitted on the Academy’s phones without prior and specific written 
permission from a line manager. 
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Text or picture messages must not contain, or have attachments that contain: defamatory, 
offensive or harassing language, fraudulent material, sexually explicit images or language, 
material that infringes copyright or other intellectual property rights of third parties, or 
offensive cartoons or jokes or otherwise involve lawful or wrongful conduct nor should they 
contain any remarks that might be potentially embarrassing to the Academy, its employees 
or the general public.  
 
4 Confidential Data and Information Security 

Confidential information must never be disclosed over the phone unless it is absolutely 
clear who it is being given to and that they are entitled to the information and are ready and 
able to accept it. Care must be taken to ensure that conversations involving confidential and 
/ or personal information cannot be overheard. Voicemail messages containing personal 
information should not be left.  
 
Mobile phones must be kept secure at all times, and out-of-sight whenever possible and 
personal smart phones setup with Academy’s email accounts and/or internet-based access 
to Academy data, must be password protected.  
 
Mobile phones may not be used to store and/or transmit personal data for which the 
Academy is the Data Controller or any other sensitive data relating to the Academy and its 
activities. 
 
5 Personal Use 

The Academy telephones are for business use in order to assist staff in carrying out official 
work. It is accepted that there are occasions when making personal calls at work cannot be 
avoided. However, it should be remembered that abuse of a telephone system or the 
mobile telephone may result in disciplinary action. 
 
Examples of acceptable personal use may include: 

 Emergency calls to deal with domestic situations. For example, making alternative 
arrangements for childcare or checking on an unwell family member. 

 Advising others of working late. 

 Returning important calls from a family member. 

 Calls to, for example, a bank or building society, or to arrange doctors or dentist 
appointments where the call cannot be made outside of the employee’s normal working 
hours. 

 
Personal calls should be made during recognised break times where possible thus 
minimising disruption to others. Where this is not possible call duration must be kept to an 
absolute minimum. 
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National rate personal calls and personal calls to any mobile network should only be made 
in exceptional circumstances and the duration of the call must again be kept to a minimum. 
Where there is evidence of a high level of personal usage which is not compliant with this 
Procedure the individual responsible will be liable to pay any excess call charges and may 
be subject to disciplinary procedures. 
 
Academy landline and mobile telephones cannot be used under the following 
circumstances: 
 

 as a contact point in personal advertisements in the media, on the internet etc. 

 to call premium rate phone numbers such as those associated with competition lines, 
racing lines, chat rooms and etc. 

 for transmitting offensive material in either voice, text or image format  
 
6. Related Documents  
 
6.1 Policies  

 1 Governance 

 2 Academic Management 

 3 Teaching Learning Assessment  

 4 Student Admissions  

 5 Student Support, Engagement and Learning Resources 

 7 Information 
 

6.2 Procedures  

 1.5 Equal Opportunities 

 1.7 Data Protection  

 1.9 Review and Revision of Policies and Procedures 

 2.6 Self-Assessment and Programme and Annual monitoring 

 2.10 Special Circumstances Affecting Study 

 2.11 Pearson Learner Registration 

 2.12 Contingency and Adverse Effects 

 3.1 Expectations from and Supporting Staff in Teaching Delivery 

 3.4 Tutorial Arrangements 

 3.5 Assessment Expectations 

 4.6 Student Induction 

 4.10 Refund of Tuition Fees and Compensation 

 4.11 Student Protection Plan 

 4.13 Transfers Suspensions Withdrawals Closure and Change of HE Provision 

 4.14 Fees Charges and Financial Support 

 5.2 Welfare Services and Pastoral Care 

 5.3 Equality, Diversity and Special Needs 

 5.7 Reviewing Learning Resources 

 6.1 Recruitment and Selection   
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 6.2 New Starters and Induction 

 6.3  Equality and Diversity 

 6.4 Personal Development Review and Appraisal   

 6.5 Discipline at Work 

 6.6 Absenteeism and Lateness  

 6.7 Holiday and Leave Entitlement 

 6.8 Grievances and Complaints  

 6.9 Continuing Professional Development (CPD) 

 6.10.1 Higher Education Lesson Observation  

 6.10.2 Peer Review  

 6.10.3 English Language Teacher Observation  

 6.11 Requests for Training and Scholarly Activity  

 6.12 Evaluation of the Effectiveness of Training and Development 

 6.13 Staff Code of Conduct 

 6.14 Academic Misconduct by Staff   

 6.15 Safeguarding  

 7.1 Review and Sign off PI 

 7.2 External Review of the Website and Printed Information 

 7.3 Social Media Protocols 

 7.4 HE Public Information Procedures 

 8.2 Recruitment Partner Selection and Monitoring 

 8.3 Links with Other Educational Institutions and Businesses 

 9.1 Access Procedures 

 9.2 Maintenance Procedure 

 9.3 Fire Plan and Strategy 

 9.4a Health and Safety Risk Assessment 

 9.5 First Aid and Accident Reporting 

 9.6 Business Continuity Plan 

 

6.3 Terms and Conditions 
 

6.4 External Reference Points 
 Office for Students (OfS) Requirements and Guidance at https://www.officeforstudents.org.uk/advice-and-

guidance/regulation/ 

 UK Quality Code Advice & Guidance – Admissions, Recruitment and Widening Access at 

https://www.qaa.ac.uk//en/quality-code/advice-and-guidance/admissions-recruitment-and-widening-access 

 UK Quality Code Advice & Guidance – Concerns, Complaints and Appeals at 

https://www.qaa.ac.uk//en/quality-code/advice-and-guidance/concerns-complaints-and-appeals 

 Higher Education Code of Governance (Committee of University Chairs, December 2014) at 

https://www.universitychairs.ac.uk/wp-content/uploads/2020/09/CUC-HE-Code-of-Governance-publication-final.pdf 

 Association of Employment and Learning Providers (AELP) principles of Good Governance for 

Independent Training Providers at https://www.aelp.org.uk/media/2595/code-of-governance-final-sept-2018.pdf 

 OIA The Good Practice Framework: Handling Students Complaints and Academic Appeals at 

https://www.oiahe.org.uk/media/1859/oia-good-practice-framework.pdf 

https://www.officeforstudents.org.uk/advice-and-guidance/regulation/
https://www.officeforstudents.org.uk/advice-and-guidance/regulation/
https://www.universitychairs.ac.uk/wp-content/uploads/2020/09/CUC-HE-Code-of-Governance-publication-final.pdf
https://www.aelp.org.uk/media/2595/code-of-governance-final-sept-2018.pdf
https://www.oiahe.org.uk/media/1859/oia-good-practice-framework.pdf
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 UKCISA Code of Ethics at https://www.ukcisa.org.uk/Membership/Codes-of-practice/Code-of-ethics 

 Equality Act – 2010 at https://www.legislation.gov.uk/ukpga/2010/15/contents 

 Keeping Children Safe in Education Jan 2021 Guidance at 

https://www.gov.uk/government/publications/keeping-children-safe-in-education--2 

 MacPherson report (1999) (Racism) at https://www.gov.uk/government/publications/the-stephen-lawrence-inquiry 

 Sex Offences Act 2003 at https://www.legislation.gov.uk/ukpga/2003/42/contents 

 Terrorism Act 2006 at https://www.legislation.gov.uk/ukpga/2006/11/contents 

 Tower Hamlets LADO (Local Authority Designated Officer) at LADO@towerhamlets.gov.uk 
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