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THE PREMISE

Email is not parent communication.

Schools that still rely on email, paper letters, or printed newsletters are talking to a fraction of their parent
body. WhatsApp open rates sit above 95%; email rates below 25%. This playbook is the bridge — without
sacrificing professionalism or POPIA compliance.

95%+ <25% 3 min 100%

WHATSAPP OPEN RATE EMAIL OPEN RATE MEDIAN RESPONSE TIME POPIA-COMPLIANT

THE PRINCIPLE
Meet parents where they already are.

Parents already check WhatsApp 40+ times a day. The school's job is not to teach parents new
channels — it's to show up properly on the one they already use, with the rigour they expect.

THE SIX CHAPTERS

Foundational principles

Segmentation that actually works
Cadence — daily, weekly, termly
Message templates that convert
Escalation & two-way response
Metrics — what to track, what to ignore
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CHAPTER 1 - PRINCIPLES

Six principles that govern everything else.

Skip the templates and the tools for a moment. The fundamentals are about how you treat the channel —
get those wrong and no template will save you.

a Treat WhatsApp as the official channel

If you'll send a fee reminder, send it on WhatsApp. If you'll send the timetable, send it on WhatsApp. Half-using
the channel — only for trivial things — trains parents to check elsewhere first.
Templates, not improv
Use the same wording for the same situation, every time. Pre-approved templates protect against off-message
communications, simplify translation, and meet WhatsApp Business policy requirements.
Consent, captured at enrolment
POPIA requires explicit, informed consent for parent communication. Capture it at enrolment, store it, and
honour opt-outs immediately. Without this, the rest of the playbook is illegal.
One channel — but many languages
South African parents prefer English, isiZulu, isiXhosa, Afrikaans, Sesotho, Setswana — depending on context.
Multi-language templates aren't a nicety; they're an inclusion requirement.
Two-way, not broadcast
Parents replying to a fee reminder need a real human to read and respond. Broadcast-only is the fastest way to
destroy the trust the channel buys you.
Auditable, every message

Every message sent has a recorded sender, recipient, template, time, and delivery status. When a parent says
‘I never got that', you have the truth.
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CHAPTER 2 - SEGMENTATION

Send the right message to the right parents.

Blasting every parent with every message is the fastest way to teach them to mute the channel. Real
engagement comes from segmentation — and the segments that matter are operational, not
marketing-style.

o By grade & class

A grade 4 parent doesn't need a matric exam timetable. Class teachers reach their class. Grade heads reach
their grade. Principal reaches the school.

By language preference

Captured at enrolment as primary and secondary language. Templates fire in the parent's primary language;
reverts to school default if not set.

By relationship to learner

Mother, father, guardian, sponsor, employer (in TVET / SDP context). Different relationships need different
content — fee reminders to the financial guardian, not the sponsor.

By engagement level

Highly engaged parents don't need nudges; disengaged parents need more outreach, possibly via a different
channel. Track engagement and adjust.

By financial standing

Parents in arrears get a different, more careful, payment-plan-aware sequence. Parents in good standing get
standard cadence. Mixing the two erodes trust on both sides.

By special interest

Sport, cultural, academic excellence, special-needs support — opt-in segments parents can join, managed by
the school office, not by parents adding themselves.
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CHAPTER 3 - CADENCE

What goes out, when.

A predictable rhythm is half the trust. Parents who know that fees are sent on the 1st, attendance alerts on
the day, and term reports the Friday before holidays — those parents stay engaged.

SAME-DAY

Attendance alerts (absent without notice) - safety incidents
- sudden schedule changes

MONTHLY

Fee statements - financial reminders - principal's monthly
note - attendance ratio per learner

ANNUAL

Re-enrolment - fee structure - POPIA consent renewal -
governance updates

DISCIPLINE
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WEEKLY

Class news - upcoming-week calendar - homework digest
(where applicable)

PER TERM
Report cards - term schedule - upcoming events - holiday
arrangements

ON-EVENT
Trip permissions - sport call-ups - prize-giving invites -
disciplinary notices

Stick to the cadence — even when there's nothing to say.

If parents expect a Friday weekly digest and you skip it for two weeks, you've trained them to stop
checking. Send 'a quiet week — see you Monday' rather than nothing. The rhythm is the asset.
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CHAPTER 4 - TEMPLATES

Sample messages — paste-ready.

These are the WhatsApp Business-compatible templates eduSYMS schools use most. Adjust the tone for
your community, but keep the structure — it's been tuned for read-rate and reply-rate.

Fee reminder - friendly

Hi {{parent_first_name}}, this is a friendly reminder that {{learner_first_name}}'s school fees for {{month}}
({{famount}}) are due on the {{due_date}}. Pay via EFT or at the office. Reply to this message if you'd like to
set up a payment plan.

Attendance - absent without notice

Hi {{parent_first_name}}, we noticed {{learner_first_name}} is absent today and we haven't received a note.
Please reply with the reason or call the office on {{office_phone}} so we can update our records and check on
them.

Term report ready

Hi {{parent_first_name}}, {{learner_first_name}}'s {{term}} report is ready. Tap below to view it or collect a
printed copy at the office. The teacher will host a parent meeting on {{meeting_date}} — reply YES to book a
slot.

Trip consent

Hi {{parent_first_name}}, the {{grade}} class is going on an outing to {{destination}} on {{date}}. Cost:
{{famount}}. Please reply YES to consent and pay by {{deadline}}, or NO if {{learner_first_name}} won't attend.

Safety incident

Hi {{parent_first_name}}, we want to update you that {{incident_summary}} occurred at the school today. All
learners are safe. {{learner_first_name}} is fine. Full details and next steps: {{follow_up_action}}. Reply with
any questions.
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CHAPTER 5 - ESCALATION

When parents reply — what happens next.

Two-way is where most schools fall down. The first message is broadcast — easy. The reply is real human
work. This is the routing model that makes it sustainable.

a Define a single inbox

All parent replies land in one shared school inbox — not a teacher's personal phone. Office staff or an admin
assistant triages from there.

Triage by intent

Three buckets: routine (fee query, sick note, schedule check), pastoral (concern about a child), urgent (safety,
medical, conflict). Each bucket has a defined response time.

Response-time SLAS

Routine: same business day. Pastoral: within 24 hours, escalated to class teacher. Urgent: within 30 minutes,
escalated to deputy/principal. SLAs are visible to staff, not promised to parents — you want to over-deliver, not
commit.

Escalation paths, named

When triage hits 'urgent’, the message is forwarded to a named human, not a generic 'office’. Staff rota for
after-hours emergencies is published internally.

Resolution close-out

Every message gets closed with a final reply — even if it's 'thanks, that's resolved'. Parents need the loop
closed,; staff need the audit trail.

Internal escalation logs

Pastoral or repeated concerns get logged against the learner record. Patterns become visible at the next term
review — not lost in WhatsApp scrollback.
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CHAPTER 6 - METRICS

What to measure, what to ignore.

Vanity metrics (‘we sent 8,000 messages this term") tell you nothing. These are the four metrics that
actually correlate with parent trust and learner outcomes.

Read rate per template

What percentage of recipients opened the message? Below 80% means the segment, timing, or template
needs rework. Track per-template — not in aggregate.

Reply rate on actionable messages

When a message asks for action (consent, payment, response), what percentage replied? This is the real
engagement signal. Below 50% on a payment reminder = financial risk.

Time-to-resolution on inbound

When a parent messages in, how long until they get a substantive reply (not an auto-ack)? Track by triage
bucket; missing the SLA twice in a row is a process problem, not a person problem.

Opt-out & complaint rate

Parents opting out of the channel is a feedback signal. Above 1% per month means cadence is too high or
content is missing the mark. Investigate before pushing more.

WHAT TO IGNORE
Volume sent, message length, time-of-day fashions.
How many messages you sent doesn't matter. How long the message is doesn't matter (within reason).

And the 'best time to send WhatsApp' debate is mostly noise — operational events have natural send
times. Don't over-optimise.
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RECAP

The playbook in nine moves.

Six principles, segmentation, cadence, templates, escalation, metrics. Here's the lot, ranked by impact.

Capture POPIA consent at enrolment
Without this, every other move is non-compliant. This is rule zero.

Treat WhatsApp as the official channel
Half-using it trains parents to check elsewhere. Commit fully or not at all.

Segment by class, language, and relationship
Three dimensions cover 80% of the value. Add more only when the basics are solid.

Lock the cadence — same time, every cycle
Predictability is the compounding asset. Fridays mean Friday.

Template every recurring message
Pre-approved, multi-language, version-controlled. Improv is the enemy of trust.
Single shared inbox for replies

Parents don't text individual teachers. Office triages, escalates, closes the loop.

Define triage SLAs internally
Routine same-day, pastoral 24h, urgent 30min. Don't promise parents — exceed expectations.

Measure read, reply, time-to-resolution, opt-out
Four metrics. Anything else is vanity.

Review every term, adjust calmly
Termly retro on what worked, what didn't. Small adjustments, not redesigns.

chatSYMS does this end-to-end.

Pre-approved WhatsApp Business templates, multi-language,

two-way inbox, POPIA-compliant consent, segmentation built-in,
audit logs included. Book a 30-minute walkthrough.

edusyms.com/book-demo
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