
Thomas Telford School Complaints Procedure 

Complaint received       

 
 

      

If directed to a member of staff or a 
Personal tutor they deal with it immediately 

or pass it on to DHM and BBM 

 Letter to HM or phone 
calls addressed directly 

to BBM 

  
 
 

  

       
Complaint acknowledged within 24 hours       

       
             

       
Appointment offered/accepted 

Internal action undertaken 
    

 
  

 

       
Complainant, BBM and relevant staff meet, 

complaint discussed 
    

Complainant satisfied 
  

End of procedure 

       
      Complainant      dissatisfied       

       
Matter unresolved.  Internal action required 

by HM 
      

       
      Complainant     dissatisfied  Resolution actioned by HM via 

relevant DHM 
    

       
Complainant still not satisfied, matter is 
referred to Chairman of the Governing 

Board for final decision 

 New procedures evaluated and, 
if necessary, refined.  Adopted 

throughout School 

  
 
Complainant satisfied 

  
 

End of procedure 

       
    Key     HM   =  Headmaster 

           BBM  =  Barbara Munger, Headmaster’s Professional Assistant 
           DHM  = Deputy Head/Manager 
           SMT  =  Senior Management Team 

 


