COMPLAINTS | POLICY

WHY DO WE HAVE A COMPLAINTS POLICY?

WE WELCOME FEEDBACK ON ANY ASPECT OF OUR WORK, INCLUDING
COMPLAINTS, COMMENTS, COMPLIMENTS AND SUGGESTIONS. THIS POLICY
COVERS COMPLAINTS ONLY.

COMMENTS, COMPLIMENTS AND SUGGESTIONS ARE WELCOME THROUGH THE
FOLLOWING:

¢ YOU CAN SHARE THOUGHTS VIA OUR FEEDBACK FORM, AVAILABLE FROM
ALL OUR SERVICES AND ON OUR WEBSITE

« [IN PERSON BY TALKING WITH THE RELEVANT MANAGER, TEAM OR SERVICE
STAFF

e« BY EMAIL TO OUR COMPLAINTS EMAIL ADDRESS
COMPLAINTS@CHILDRENSSOCIETY.ORG.UK

e VIA TELEPHONE TO OUR HEAD COACH - 07940141060

« VIA SOCIAL MEDIA

MORE INFORMATION AND OPTIONS FOR CONTACTING US ARE AVAILABLE ON
OUR WEBSITE

WWW.FIRSTSPORTSCOACHING.COM

WHILST WE ALWAYS AIM TO GET THINGS RIGHT FIRST TIME, WE KNOW THAT ON
OCCASION WE MAY NOT. IF WE MAKE A MISTAKE, WE WILL BE OPEN AND HONEST
ABOUT IT AS SOON AS POSSIBLE. WE WILL TELL YOU ABOUT OUR MISTAKE,
EXPLAIN WHY WE THINK THE MISTAKE WAS MADE, AND TELL YOU HOW WE WILL
DO OUR BEST TO ENSURE IT DOESN'T HAPPEN AGAIN.

IF YOU ARE THINKING ABOUT MAKING A COMPLAINT, BUT AREN'T SURE IF YOU
WANT TO, TALK TO ANY FIRST SPORTS COACHING MEMBER OF STAFF. THEY CAN
TELL YOU MORE ABOUT HOW COMPLAINTS ARE DEALT WITH.

FIRST SPORTS COACHING IS POSITIVE ABOUT RECEIVING COMPLAINTS, AND
VIEWS THEM AS AN OPPORTUNITY FOR US TO GET THINGS RIGHT. WE ARE
COMMITTED TO LEARNING AND CONTINUOUS IMPROVEMENT. WE USE
INFORMATION ABOUT MISTAKES AND COMPLAINT INFORMATION
CONSTRUCTIVELY TO REFLECT, LEARN, MONITOR AND IMPROVE OUR
PERFORMANCE.

WHO CAN COMPLAIN USING THIS POLICY?

THIS POLICY IS INTENDED FOR CHILDREN AND YOUNG PEOPLE WHO USE OUR
SERVICES, PARENTS OR CARERS OF THE CHILDREN AND YOUNG PEOPLE WHO USE
OUR SERVICES, OUR VOLUNTEERS, PARTNERS AND CUSTOMERS, INCLUDING
VISITORS TO OUR SPORTS SESSIONS.
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WE TELL ALL THE CHILDREN AND YOUNG PEOPLE WHO USE OUR SERVICES, THEIR
PARENTS AND CARERS, AND OUR VOLUNTEERS AND SUPPORTERS ABOUT THIS
POLICY WHEN REQUESTED.

IF YOU DON'T WANT TO MAKE A COMPLAINT YOURSELF, YOU CAN ASK SOMEONE,
SUCH AS A PARENT OR A FRIEND, TO MAKE A COMPLAINT ON YOUR BEHALF.
FIRST, WE WILL NEED TO BE SURE YOU HAVE ASKED THEM TO RAISE YOUR
CONCERN (WE WILL NEED THIS IN WRITING FROM YOU) THEN, WE CAN TALK WITH
THEM ABOUT THE COMPLAINT AND AGREE THE BEST WAY TO COMMUNICATE
WITH YOU (AS THE COMPLAINANT) THROUGHOUT THE PROCESS.

WHAT CAN YOU COMPLAIN ABOUT?

A COMPLAINT IS AN EXPRESSION OF DISSATISFACTION WITH ANY ASPECT OF
THE WORK THAT FIRST SPORTS COACHING PROVIDE.

THIS POLICY SETS OUT FIRST SPORTS COACHING'S PROCESS FOR RESPONDING
TO COMPLAINTS. THE PROCESS IS INTENDED TO BE AS CLEAR, FAIR, CONSISTENT
AND TIMELY AS POSSIBLE.

WE ARE HAPPY TO HELP WITH ANY SAFEGUARDING CONCERNS WITHIN REASON.
ALL MATTERS WILL BE TAKEN VERY SERIOUSLY TO ENABLE US TO FIND THE BEST
OUTCOME.

WHAT CONSTITUTES A SERIOUS COMPLAINT?

THE DEFINITION OF A ‘SERIOUS’ COMPLAINT AS ONE CONCERNING AN ACTION
THAT COULD CAUSE "SERIOUS RISK OF HARM TO AN INDIVIDUAL(S), WITH
ILLEGAL INTENTIONS.

e THE COACHING COMPANY NOT FOLLOWING THE LAW, WITH DAMAGING
CONSEQUENCES TO ITS REPUTATION AND PUBLIC TRUST IN SPORTS
COACHING COMPANIES GENERALLY.

e« SERIOUS HARM TO THE PEOPLE THE COACHING COMPANY WORKS
WITH, HELPS OR OTHER PEOPLE WHO COME INTO CONTACT WITH THE
COACHING COMPANY THROUGH ITS WORK.

e A PERSON OR ORGANISATION UNLAWFULLY RECEIVING SIGNIFICANT
FINANCIAL BENEFIT FROM THE COACHING COMPANY.

¢ CRIMINAL, ILLEGAL OR TERRORIST ACTIVITY.

e A COACHING COMPANY SET UP FOR ILLEGAL OR IMPROPER PURPOSES.

e A COACHING COMPANY LOSING SIGNIFICANT AMOUNTS OF MONEY.

e A COACHING COMPANY LOSING SIGNIFICANT ASSETS, FOR EXAMPLE
BUILDINGS, COACHING EQUIPMENT.
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WHAT IS NOT COVERED IN THIS POLICY?

THIS POLICY IS NOT FOR FIRST SPORTS COACHING STAFF MEMBERS. STAFF
WITH A COMPLAINT SHOULD FOLLOW THE RELEVANT POLICY BELOW:

e WHISTLEBLOWING POLICY

¢ GRIEVANCE POLICY

e SAFEGUARDING CHILDREN AND YOUNG PEOPLE

e SAFEGUARDING ADULTS AT RISK OF ABUSE

« MANAGING ALLEGATIONS OF ABUSE BY A STAFF MEMBER OR
VOLUNTEER

e HISTORIC ALLEGATIONS OF ABUSE POLICY.

ADULTS WHO ATTENDED ONE OF OUR SPORTS SESSIONS AS CHILDREN, AND
WANT TO MAKE A COMPLAINT ABOUT HISTORIC (PAST) MATTERS, NEED TO
CONTACT US AS SOON AS POSSIBLE, SO THAT WE CAN HANDLE THIS
ACCORDINGLY.

KEY PRINCIPLES OF THIS POLICY:

WE ENCOURAGE CHILDREN AND YOUNG PEOPLE WHO USE OUR SERVICES, THEIR
PARENTS/ CARERS, OUR VOLUNTEERS, COACHING STAFF AND ALL OTHER
CUSTOMERS TO TELL US IF THEY AREN'T HAPPY WITH OUR WORK. WE WILL TREAT
ANYONE MAKING A COMPLAINT WITH DIGNITY AND RESPECT. WE WILL TAKE
YOUR CONCERNS SERIOUSLY.

OUR POLICY AND PROCEDURES ABOUT COMPLAINTS ARE CLEAR, OPEN AND
HONEST. WE TAKE EXTRA CARE TO MAKE THE COMPLAINTS PROCESS AS SIMPLE
AND STRAIGHTFORWARD AS POSSIBLE FOR THE CHILDREN AND ADULTS WE
WORK WITH.

COMPLAINTS WILL BE RESOLVED AS SWIFTLY, AND AS FAR AS POSSIBLE,
INFORMALLY, BY THOSE WHO ARE RESPONSIBLE FOR THE RELEVANT AREA OF
WORK. WHENEVER THERE IS A DELAY FOR WHATEVER REASON, WE WILL LET YOU
KNOW QUICKLY AND TELL YOU WHEN YOU WILL HEAR FROM US NEXT.

THROUGH THE IMPLEMENTATION OF THIS POLICY AND PROCEDURE, WE WILL
ENSURE THERE IS A FAIR, CLEAR AND CONSISTENT PROCESS WHICH SETS OUT
THREE STAGES FOR CONSIDERING COMPLAINTS. THIS INCLUDES, AS FAR AS
POSSIBLE, A CONSISTENT CONTACT PERSON WHO WILL UPDATE YOU
THROUGHOUT THE PROCESS.

WE WILL RESPECT CONFIDENTIALITY THROUGHOUT THE PROCESS. ONLY THOSE
INVOLVED IN LOOKING INTO THE COMPLAINT WILL KNOW ABOUT IT.
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IF YOU NEED HELP TO MAKE A COMPLAINT, PLEASE GET IN TOUCH WITH US BY
ANY OF THE CHANNELS LISTED IN OPENING SECTION OF THIS POLICY AND WE
WILL HELP YOU TO FIND THE RIGHT SUPPORT NEEDED FOR YOU TO MAKE YOUR
COMPLAINT.

IF YOU NEED EXTRA SUPPORT AS THE RESULT OF A MISTAKE WE HAVE MADE, WE
WILL HELP YOU GET THAT SUPPORT. IF WE CANNOT PROVIDE THE HELP YOU NEED
OURSELVES, WE WILL HELP YOU SOURCE IT ELSEWHERE.

IF YOU DECIDE YOU WANT TO WITHDRAW YOUR COMPLAINT, YOU CAN DO SO AT
ANY TIME.

A COMPLAINT ABOUT AN EMPLOYEE OR VOLUNTEER WORKING WITH CHILDREN,
YOUNG PEOPLE OR ADULTS AT RISK MAY ARISE VIA FIRST SPORTS COACHING'S
COMPLAINTS PROCESS. FOLLOWING AN INITIAL STAGE 1 INVESTIGATION (IN
ACCORDANCE WITH FSC'S COMPLAINTS POLICY AND PROCESS), THE COMPLAINT
MAY RAISE AN ALLEGATION OR CONCERN ABOUT POTENTIALLY HARMFUL
BEHAVIOUR TOWARDS A CHILD, YOUNG PERSON OR ADULT AT RISK. WHENEVER
THIS OCCURS, THE MANAGING ALLEGATIONS POLICY WILL THEN TAKE
PRECEDENCE, THEREBY SUSPENDING THE COMPLAINTS PROCESS.

HOW TO COMPLAIN:

YOU CAN SHARE THOUGHTS VIA OUR FEEDBACK FORM, AVAILABLE FROM ALL
OUR SERVICES AND ON OUR WEBSITE

IN PERSON BY TALKING WITH THE RELEVANT MANAGER, TEAM OR COACHING
STAFF

BY EMAIL TO OUR COMPLAINTS EMAIL ADDRESS -
INFO.FIRSTSPORTS@GMAIL.COM

VIA TELEPHONE TO OUR HEAD COACH - 07940141060
VIA SOCIAL MEDIA - FIRST SPORTS COACHING

PARENTS, CARERS, SUPPORTERS AND PARTNERS CAN MAKE A COMPLAINT
USING THE SAME CHANNELS. REGARDLESS OF YOUR METHOD OF CONTACT, WE
WILL FOLLOW THE SAME PROCESS.

STAFF MEMBERS SHOULD, IN THE FIRST INSTANCE, RAISE ANY COMPLAINT WITH
THEIR MANAGER. IF THE COMPLAINT CONCERNS THIS PERSON, IT CAN BE RAISED
WITH THE PERSON THE MANAGER REPORTS TO. THE FIRST SPORTS COACHING
TEAM RECEIVE INFORMATION ABOUT ALL COMPLAINTS MADE BY COACHING
STAFF AND ARE AVAILABLE TO HELP STAFF WANTING TO MAKE A COMPLAINT.
THEY CAN BE CONTACTED VIA INFO.FIRSTSPORTS@GMAIL.COM
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PEOPLE MAKING A COMPLAINT MAY CHOOSE TO DO SO VIA THE FIRST SPORTS
COACHING SOCIAL MEDIA PAGE - FIRST SPORTS COACHING.

IF A COMPLAINT IS MADE IN THIS WAY IT WILL BE MANAGED ACCORDING TO
THIS POLICY.

MAKING SURE OUR COMPLAINTS POLICY IS EFFECTIVE:

WE WANT OUR COMPLAINTS POLICY TO BE EFFECTIVE. WE WILL MONITOR AND
REVIEW COMPLAINT INFORMATION TO MAKE SURE THAT THE CORRECT
PROCEDURE HAS BEEN FOLLOWED.

ALL COMPLAINTS WILL BE LOGGED AND MONITORED THROUGH A CENTRAL
REGISTER, HELD BY US AT FIRST SPORTS COACHING. WE ARE ALWAYS LEARNING
FROM COMPLAINTS AND MAKING ANY NECESSARY CHANGES TO THE WAY WE
WORK.

THIS DOCUMENT MAY BE REVIEWED AT ANY TIME AT THE REQUEST OF
MANAGEMENT, BUT WILL AUTOMATICALLY BE REVIEWED EVERY THREE YEARS OR
SOONER IN RESPONSE TO NEW NATIONAL GUIDANCE AND/OR LEGISLATION.

FIRST SPORTS COACHING HAVE A THREE STAGE COMPLAINTS PROCEDURE:

STAGE 1: LOCAL RESOLUTION

e WHEREVER POSSIBLE, COMPLAINTS WILL BE RESOLVED SWIFTLY AND
INFORMALLY BY THE RELEVANT MANAGER. IF THE MANAGER IS INVOLVED
IN THE COMPLAINT, WE WILL ASK ANOTHER INDEPENDENT MANAGER.

« WHERE A SAFEGUARDING CONCERN IS RAISED VIA A COMPLAINT
PROCESS, FIRST SPORTS COACHING'S SAFEGUARDING FRAMEWORK WILL
BE FOLLOWED. A STAFF MEMBER WILL TALK ABOUT THIS WITH YOU IF
YOUR COMPLAINT INVOLVES A SAFEGUARDING ISSUE.

o ITIS OUR AIM THAT ALL STAGE 1 ‘LOCAL RESOLUTION’' COMPLAINTS WILL
BE RESOLVED 10 WORKING DAYS AFTER WE RECEIVE THE COMPLAINT. IF
WE ARE UNABLE TO RESOLVE THE COMPLAINT IN THIS TIMEFRAME, WE
WILL TELL YOU AS QUICKLY AS POSSIBLE AND LET YOU KNOW WHEN YOU
CAN EXPECT TO HEAR FROM US.

STAGE 2: APPEAL

 [IFYOU ARE NOT SATISFIED WITH THE OUTCOME OF THE STAGE 1
COMPLAINT, PLEASE WRITE TO US TO TELL US WHY YOU ARE UNHAPPY
WITHIN 14 DAYS OF RECEIVING WRITTEN NOTIFICATION OF THE STAGE 1
OUTCOME.
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A RELEVANT INDEPENDENT STAFF MEMBER (APPOINTED BY THE DIRECTOR

IN CHARGE OF THE WORK AREA) WILL BE ASSIGNED TO RESOLVE THE
COMPLAINT APPEAL. THIS WILL INITIALLY INVOLVE CONSIDERING
REASONS FOR THE APPEAL AND TO DECIDE IF FURTHER REVIEW IS
REQUIRED.

IF FURTHER REVIEW (KNOWN AS AN ‘INVESTIGATION’) IS REQUIRED, AN

INVESTIGATING OFFICER WILL BE APPOINTED. WE AIM TO COMPLETE THE
INVESTIGATION AS QUICKLY AS POSSIBLE. WE WILL KEEP YOU INFORMED

AS OUR INVESTIGATION PROGRESSES AND TELL YOU HOW LONG WE
ESTIMATE THE PROCESS WILL TAKE.

WE WILL GIVE YOU OUR DECISION IN RELATION TO THE APPEAL,
INCLUDING ANY FINDINGS AND CONCLUSIONS WHICH LED TO THE
DECISION, IN WRITING.

STAGE 3: FINAL APPEAL

IF YOU REMAIN DISSATISFIED FOLLOWING A STAGE 2 INVESTIGATION,
PLEASE TELL US IN WRITING THAT YOU REMAIN UNHAPPY WITHIN 14
DAYS OF RECEIVING THE WRITTEN STAGE 2 DECISION NOTIFICATION.
WE WILL ASSIGN A SENIOR MANAGER TO CONSIDER YOUR APPEAL AS
QUICKLY AS POSSIBLE.

THE FINAL APPEAL STAGE WILL INVOLVE BOTH A RECONSIDERATION OF
THE ORIGINAL COMPLAINT AND A REVIEW OF HOW FIRST SPORTS
COACHING’'S COMPLAINTS POLICY AND PROCEDURE WAS APPLIED.
THE OUTCOME OF THE FINAL APPEAL WILL BE PROVIDED IN WRITING TO
THE COMPLAINANT (PERSON MAKING THE COMPLAINT).

STAGE 3 FINAL APPEAL DECISIONS ARE FINAL.

OPTIONS AFTER APPEAL:

WE MUST REMAIN ACCOUNTABLE, WELL-RUN AND MEET OUR LEGAL
OBLIGATIONS. THE LOCAL AUTHORITY WILL RECEIVE COMPLAINTS RELATED TO
SUSPECTED SERIOUS ABUSE OR ILLEGAL ACTIVITY AT OUR SPORTS COACHING
COMPANY.

ANY FIRST SPORTS COACHING CUSTOMER MAKING A COMPLAINT ABOUT OUR
SPORTS COACHING ACTIVITIES, WHO IS DISSATISFIED WITH THE OUTCOME OR
RESPONSE TIMES, CAN (AFTER FOUR WEEKS FROM MAKING AN INITIAL
COMPLAINT) REFER THEIR COMPLAINT TO THE VENUE OF OUR SPORTS
PROVISION.
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CONFIDENTIALITY, GDPR AND DATA PROTECTION:

THIS POLICY COMPLIES WITH THE REQUIREMENTS OF THE EQUALITY ACT (2010)
AND IS IN ACCORDANCE WITH FIRST SPORTS COACHING'S COMMITMENT TO
DIVERSITY AND INCLUSION.

WE WILL ONLY TELL THOSE PEOPLE INVOLVED IN RESOLVING YOUR COMPLAINT
ABOUT IT. SOMETIMES WE MAY NEED TO SHARE YOUR COMPLAINT OR
CONCERNS WITH OTHER INDIVIDUALS TO UNDERSTAND THE SITUATION FULLY. IF
YOU ARE A CHILD OR YOUNG PERSON MAKING A COMPLAINT, WE WILL TALK
WITH YOU ABOUT ANY CONCERNS WE HAVE FOR YOUR WELLBEING THAT MIGHT
MAKE IT NECESSARY TO TELL ANY OTHER ADULTS.

AFTER THE COMPLAINT IS RESOLVED, WE WILL KEEP A SUMMARY ON RECORD,
USING RELEVANT DATA PROTECTION PROTOCOLS. IF YOU USE OUR SERVICES
AND HAVE A FILE, THE COMPLAINT RECORD WILL BE PLACED ON YOUR FILE.

WE USE ANONYMISED INFORMATION FROM COMPLAINTS TO MAKE SURE WE
LEARN AND IMPROVE OUR SERVICES.



