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1. Roles and responsibilities

Complainant:. This is the person who has a concern or complaint about the school or
Windsor Academy Trust (WAT).

Complaints Officer/Coordinator:This is the nominated person who helps with
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● If you have a complaint about a staff member (not the Headteacher/Executive
Headteacher), contact the school's Complaints Officer through the school office or by
email (please see Para 1.7). Mark your complaint as Private and Confidential.

● If your complaint is about the Headteacher/Executive Headteacher, contact the Chair
of the Local Advisory Board through the school office. Mark it as Private and
Confidential.

● If your complaint is about the Chair of the Local Advisory Board, a member of the
Local Advisory Board or the whole Local Advisory Board, contact the WAT Head of
Governance through the trust office. Mark it as Private and Confidential.

● Complaints about the central WAT team should be sent to the WAT Complaints
Officer through the trust office. Mark it as Private and Confidential.

● Complaints about the Chief Executive Officer (CEO) or a WAT trustee should be sent
to the Chair of the Board of Directors through the trust office. Mark it as Private and
Confidential.

If you need help filling out the complaint form, you can ask the school office, or contact a
group like Citizens Advice, to assist you.

We follow equality laws and will make reasonable adjustments during the complaints
process if needed. This could include offering the information in different formats or holding
meetings in places that are easier to access.

2.3 Complaints that are unreasonable, persistent and anonymous

WAT and our schools do not usually look into complaints that are anonymous. However, the
Headteacher, Chair of the Local Advisory Board (LAB), or CEO will decide if an anonymous
complaint needs to be investigated.

We know most complaints are valid and we take them seriously. But sometimes, people act
in ways that make it hard for us to deal with their complaints. This is what we mean by
unreasonable behaviour:

● Refusing to explain their complaint or what they want, even when we offer to help.
● Not cooperating with the complaint process.
● Not accepting that some things are outside the complaints process.
● Wanting the complaint handled in ways that don’t follow the rules or good practice.
● Adding unimportant or unrelated details that don’t matter
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If the complaint is about exam results (this is subject to latest exam guidance).

If the complaint is about a student’s education, health and care plan (EHCP).

If the matter is part of a legal case.

If the complaint is about a service provided to us by a third-party. These
complaints should go to the service provider.*

If the complaint is about something outside of this policy (see sections 2.6 and 4
for details on where to direct these complaints).*

i f
s



Contact details (including telephone
number and email address):

Tel: 0121 602 7594

Email:
info@windosracademytrust.org.uk

3.2 Records

Every complaint given to a staff member must be written down, along with the actions taken.
These records are kept in a complaint file that includes all the evidence. The file stays
private, unless someone like the Secretary of State or an inspection group (under Section
109 of the

mailto:info@windosracademytrust.org.uk


If other groups, like the Police or Local Authority, are investigating part of the complaint, this
may affect our timing or pause the process until they finish. If this happens, we will let you
know as soon as possible and give a new timeline.

A flow chart showing the stages of the trust's complaints process can





The letter will include information on how to contact the Education and Skills Funding
Agency (ESFA) or Department for Education (as of March 2025) if you are not happy with
how your complaint was handled.

3.5 Complaints about Windsor Academy Trust

All complaints at this stage must be made in writing within three months of the incident (see
section 2.4).

Sometimes, a complaint might be about WAT itself or a WAT central team staff member. In
these cases, the process for handling the complaint is different from the one for schools.

The process for complaining about WAT follows four stages.

3.5.1 Stage one – Informal
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http://www.legislation.gov.uk/uksi/2010/1997/schedule/1/made
http://www.legislation.gov.uk/uksi/2010/1997/schedule/1/made
http://www.education.gov.uk/contactus


Discrimination Equality Advisory and Support Service

A child or young person’s Statement ofѠ





For School/WAT internal use

Date acknowledgement sent:

By who:

Complaint referred to:
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Appendix 2
Complaints Policy and Procedure: Exceptions Contact Details

Here are the contact details for organisations that handle complaints covered by other rules or WAT
policies (not included in this policy), such as those listed below.

Exceptions Who to Contact

Admissions to schools

Statutory assessments
of special educational
needs

Concerns about admissions or statutory assessments of special
educational needs should be raised with the Local Authority that
the school is located within.

● Dudley Council - Windsor High School & Sixth Form,
Kingswinford Academy, Colley Lane Primary Academy,
Tenterfields Primary Academy and Manor Way Primary
Academy

● Staffordshire County Council - Cheslyn Hay Academy, Great
Wyrley Academy, Clayton Hall Academy, Newcastle Academy,
Sir Thomas Boughey Academy

● Walsall Council - Goldsmith Primary Academy and Rivers
Primary Academy

● Stoke-on-Trent City Council - Milton Primary Academy and
Greenways Primary Academy

● Sandwell Council - Windsor Olympus Academy

Matters relating to
child protection and
safeguarding

Complaints about child protection matters are handled under our
Child Protection and Safeguarding Policy and in accordance with
relevant statutory guidance.
If you have serious concerns, you may wish to contact the Local
Authority Designated Officer (LADO) who has local responsibility
for safeguarding or the Multi-Agency Safeguarding Hub (MASH).

Exclusions Matters relating to a child’s exclusion are handled under the
Exclusion Policy and Procedure. Further information can be
found at: www.gov.uk/school-discipline-exclusions/exclusions.

Whistleblowing WAT has an internal Confidential Reporting/Whistleblowing
Policy and Procedure for all our employees, including temporary
staff and contractors.

Staff grievances Complaints from staff will be dealt with under WAT’s internal
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