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1. Roles and responsibilities 

 
Complainant: The person holding a concern or complaint against the academy or Windsor 

Academy Trust (WAT) centrally. 

 
Complaints Officer/Coordinator: The nominated person in the academy or at WAT central 

for coordinating responses and keeping the complai infit44 427.22
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2. Policy aims and principles 

 
Windsor Academy Trust (WAT) is committed to dealing effectively with any complaints you 

have about Windsor Academy Trust and its academies. This policy relates to concerns and 

complaints about WAT and its academies. 
 

WAT is committed to listening and 
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2.5 Complaints received outside of term time 

 
WAT and its academies will consider complaints made outside of term time to have been 

received on the first school day after the holiday period. 

 
2.6 Scope: What does this policy cover? 

 
This policy covers all complaints about the trust and any of its academies. However, some 

complaints are covered by other statutory procedures or WAT policies, including those listed 

below. 

● Admissions to schools 

● Statutory assessments of special educational needs 

● Matters relating to child protection and safeguarding 

● Exclusions 

● Whistleblowing 

● Staff grievances 

● Staff conduct (WAT is unable to give details of any disciplinary action taken 

against a staff member as a result of a complaint (due to confidentiality and 

employment law). However, the complainant will be notified that the matter is 

being addressed. 

 
For further information of who should be contactedelating
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*Although these complaints cannot be formally investigated they should be brought to the 

attention of the academy as we may be able to resolve the complaint or provide additional 

information/support. 

 
3. Making a complaint 

 
As identified in paragraph 2.2 a concern or complaint can be made in person, in 

mailto:info@windosracademytrust.org.uk
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3.4.1 Stage one – Informal 
 

Most concerns can be resolved informally and you can raise these by bringing them to the 

attention of a member of staff. Often they can address your concerns on the spot. 

 
3.4.2 Stage two – Formal 

 
All complaints at this stage must normally be received in writing within three months of the 

incident as outlined in section 2.4. 

 
● The complaint will be investigated by a suitable person appointed by the 

Headteacher/Executive Headteacher or the Chair of the Local Advisory Body (LAB) 

● If the complaint is about the Headteacher/Executive Headteacher and/or the Chair of 

the Local Advisory Body, the complaint will be reviewed centrally by a member of the 

trust’s Executive Team and the complaint may be escalated to stage three 

● This will be determined within five working days and an acknowledgement will be 

sent to the complainant 

● The acknowledgement will confirm the arrangements for 
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3.4.4 Stage four – Complaints Panel 

 
Stage four is 

 





https://www.legislation.gov.uk/uksi/2010/1997/schedule/1/made
https://www.legislation.gov.uk/uksi/2010/1997/schedule/1/made
http://www.education.gov.uk/contactus
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to investigate, the complainant can contact the following organisations (depending
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Appendix 1 

Complaint Form 
Windsor Academy Trust 
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Appendix 2 

Complaints Policy and Procedure: Exceptions Contact Details 
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Contact details for organisations relating to complaints that are covered by other statutory 

procedures or WAT policies (outside of this policy), including 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 academy is located within. 

 
● Dudley Council - Windsor High School & Sixth Form, 

Kingswinford Academy, Colley Lane Primary Academy, 

Tenterf
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