
 

TWA Complaints Procedure 

      

Pre-Prep, Prep or Senior School 

[Pastoral and Academic Issues] 

Senior School 

[Pastoral or range of academic 

issues] 

Senior School 

[Specific academic issue 

pertaining to one subject] 

 
Stage 

 
Status 

Parent 

Communication 

Method 

School 

Communication 

Response 

Method 

 
Timescale 

 
Sent to 

In consultation 

with 

(copied to) 

 
Sent to 

In consultation 

with 

(copied to) 

 
Sent to 

In consultation 

with 

(copied to) 

 

1 

 

Informal 

 

Verbal 

 

Verbal 

 
Immediate and in line with the 

school's open door ethos Class Teacher 

 

Head of 

Primary / 

Vice 

Principal 

Form Tutor 

 
Vice Principal 

(Academic/ 

Pastoral) 

Subject Teacher 

 
HOF and / or 

Form Tutor 

 

2 

 

Informal 

 

Email or letter 

 

Email or letter 

 
Within 1 working day respectively 

from receipt of email Class Teacher 

 

Head of 

Primary / 

Vice 

Principal 

Form Tutor 

 
Vice Principal 

(Academic/ 

Pastoral) 

Subject Teacher 

 
HOF and / or 

Form Tutor 

 

3 

 

Formal 

 

Letter of 

Complaint (hard 

or soft copy) 

 
Writing & 

Meeting 

Initial response in writing and 

follow up meeting within 2 and 5 

workings  days respectively 

following referral from Stage 2 

Head of Primary 

/ Vice Principal 

 
Vice Principal 

& Head 

Vice Principal 

(Academic) 

 

Vice Principal   

(Pastoral) & 

Head 

 
HOF and/or        

Form Tutor 

 
Vice Principal  & 

Head 

 

4 

 

Formal 

 

Letter of 

Complaint (hard 

or soft copy) 

 

Meeting 

 
Within 5 working days following 

referral from Stage 3 

Head of 

Primary / Vice 

Principal 

 

Head of 
School 

Vice Principal   

(Pastoral) 

 

Head of School 
Vice Principal 
(Academic/ 
Pastoral) 

 

Head of School 

 

 
5 

 

 
Formal 

 
Referral request - 

• ‐ Verbal and / or 

Writing (Email) 

 

 
Meeting 

 

Within 5 working days following 

referral from Stage 4 Head of School School Board 

 

 
Head of School 

 

 
School Board 

 

 
Head of School 

 

 
School Board 

 

 
6 

 

 
Formal 

 
Letter of 

Complaint -•‐ 
hard or soft copy 

 

 
Writing 

 

Initial response and follow up 

responses within 5 and 15 working 

days respectively following referral 

from Stage 5 

 

School Board 

 
ECZA Education 

Department 

TBC 

 

 
School Board 

 
ECZA Education 

Department TBC School Board 

 
ECZA Education 

Department TBC 

 

7 

 

Formal 

 

Letter of 

Complaint -•‐ 
hard or soft copy 

 

Writing 

Initial response and follow up 

responses within 5 and 15 working 

days respectively following referral 

from Stage 6 

 

ECZA 

Education 

Department 

TBC 

  

ECZA Education 

Department 

TBC 

  

ECZA 

Education 

Department 

TBC 

 

 

NB: In the event that "a complaint" is received directly by a member of SLT for the first time, the school will acknowledge such a response within 24 working hours 


