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Glossary of Terms  

Principal   The Principal is the job title for the Leader within an Academy 
School 

School Development 
Board   (SDB) 

Each trust school has a local governing body to offer support and 
challenge to senior leaders in the school whilst reviewing and 
monitoring areas for which it has delegated responsibility from 
the Trust Board 

Governors Each School Development Board (SDB) consists of 
representatives from staff, parent /carers and the wider 
community  

Trustees The Trust Board is accountable for the work of the SDBs. Trustees 
are accountable for all the decisions made for all schools within 
the Trust.  They delegate some responsibilities to the School 
Development Boards. 

CEO The Chief Executive Officer is responsible for the academies, 
staff and pupils within the Cotswold Beacon Academy Trust. The 
CEO acts as the Accounting Officer and is personally responsible 
to Parliament for Trust schools funding. 

 

 

1.  Purpose 

The purpose of this policy is to set out how individuals may raise concerns or complaints about 
Cotswold Beacon Academy Trust’s (CBAT) handling of personal data in accordance with the UK 
General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018. 
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This policy applies specifically to data protection matters and operates separately from CBAT’s 
general complaints policy, which should be used for complaints not related to the processing of 
personal data. 

2.  Scope 

This policy applies to complaints relating to personal data processed by CBAT. 

A data protection complaint may be made by any individual whose personal data is processed by 
the Trust, including but not limited to: 

• Pupils 
• Parents and carers 
• Employees 
• Governors and trustees 
• Job applicants 
• Volunteers 
• Visitors and contractors 

 
This policy applies across all academy schools within the Trust. 
 
 

3.  What is a Data Protection Complaint? 

A data protection complaint may include concerns about: 

• Inaccurate, incomplete, or outdated personal data 
• Unauthorised access to personal data 
• Loss or disclosure of personal data 
• Failure to respond appropriately to a data subject rights request 
• Use of personal data outside its stated purpose 
• Breaches of confidentiality 

 
 

4.  Informal Resolution 

Wherever possible, individuals are encouraged to raise concerns informally in the first instance. 
This may involve contacting: 

• The school office, or 
• The relevant school’s leadership team, or 
• The Trust’s Data Protection Officer (DPO) (dpo@schoolpro.uk) 

Many issues can be resolved quickly and informally at this stage. 
 
 

5.  Formal Complaints Procedure 

5.1 Submitting a Complaint 

If the matter cannot be resolved informally, a formal complaint should be made to the Trust’s 
Data Protection Officer.  Contact details can be found in section 10 – Key Contacts. 

mailto:dpo@schoolpro.uk
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The Trust will accept data protection complaints regardless of the format in which they are made, 
verbally or in writing. 
 
Where a complaint or concern is received via social media, CBAT will acknowledge the contact 
but will request that the complainant uses an alternative, secure method of communication (for 
example, email or post) to enable the Trust to manage the complaint appropriately and protect 
personal data. 
 
Where a complaint or concern is received verbally (either over the phone or face-to-face), CBAT 
will acknowledge this verbally.  This contact will be confirmed in writing. 
 
Complaints should include: 

• The complainant’s name and contact details 
• A clear description of the concern 
• Any relevant dates or correspondence 
• The outcome sought (if known) 

 
If CBAT is unable to verify the complaint’s identity, we may ask for proof of ID before 
acknowledging the complaint. 
 
5.1.1. Making complaints on behalf of others 
A person may make a complaint on behalf of another person (e.g. a family member, solicitor, child 
advocacy service or other relevant not-for-profit organisation).  If so, CBAT will verify they are 
authorised to act on the other person’s behalf before acknowledging the complaint.  In this 
situation, the Trust may ask for evidence, such as: 

• An appropriate power of attorney; or 
• A signed letter of authority from the person they are acting on behalf of. 

 
5.2  Acknowledgement 

CBAT will acknowledge receipt of a formal data protection complaint within 30 days.    
 
5.3 Investigation 

Upon receipt of the complaint, the Data Protection Officer will: 

• Look at all the relevant facts thoroughly, fairly and accurately; 
• Speak to relevant members of staff; 
• Compare the information from the complaint with the information we hold;  
• Check CBAT has upheld its terms, policies and standards; and 
• Consider any remedial action required. 

 
The complainant will be updated on progress of the investigation, timeframes and explanations 
for any delays. If the investigation is likely to take longer than the estimated timeframe for a 
response, the complainant will be provided with a date for when the investigation is expected to 
be completed and a point of contact for any questions throughout the investigation period.  
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5.4 Response 
A written response will normally be provided within 20 working days of receipt of the complaint. 

If the complaint is complex or requires more time, the complainant will be informed of the delay 
and given a revised timescale. 

 
 

6.  Outcomes 
Following the investigation, CBAT will clearly explain what has been done to resolve the data 
protection complaint and where appropriate, any actions that have been taken as a result.  This 
may include: 

• Providing an explanation or apology 
• Correcting inaccurate personal data 
• Changing or improving data handling procedures 
• Providing additional staff training 
• Taking disciplinary action, if appropriate 

 
 

7.  Right to Escalate to the ICO 

If the complainant remains dissatisfied with the Trust’s response, they have the right to raise the 
matter with the Information Commissioner’s Office (ICO). 
 
ICO contact details: 

• Website: https://www.ico.org.uk 
• Telephone: 0303 123 1113 

 
CBAT encourages complainants to exhaust its internal complaints process before contacting the 
ICO. 
 
 

8.  No Detriment 

CBAT will not treat any individual less favourably for raising a data protection concern or 
complaint. 
 
 

9.  Monitoring and Review 

The Trust will: 
• Keep a record of data protection complaints 
• Use complaints to improve data protection compliance 
• Review this policy annually or in response to legislative changes 
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10.  Key Contacts 

10.1 Data Controller: 
 
Name: Cotswold Beacon Academy Trust, Cainscross Road, Stroud, GL5 4HE 

Email: registeredoffice@cbat.academy  

Telephone: 01454 762251 

 

10.2 Data Protection Officer: 
 
Name: SchoolPro 

Email:  dpo@schoolpro.uk (Monday – Friday 9am-4pm) 

Telephone:  01452 947 633 (Monday – Friday 9am-4pm) 
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