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[bookmark: _Toc237248457]Purpose of this Document
My Sports Coach is committed to providing a professional, fair and transparent service for everyone who uses our platform.
We recognise that, despite our commitment to high standards, concerns or complaints may occasionally arise. When they do, we believe they should be handled promptly, fairly, consistently and with respect for everyone involved.
This Complaints Policy explains how complaints relating to the My Sports Coach platform may be raised, investigated and resolved. It also outlines the responsibilities of complainants, the standards that My Sports Coach seeks to uphold and the processes we follow when considering complaints.
As an online marketplace connecting participants with independent sports coaches, My Sports Coach distinguishes between complaints relating to the operation of the platform and matters that remain the responsibility of independent coaches, clubs, organisations or National Governing Bodies of Sport.
This policy forms part of the My Sports Coach Policy Library and should be read alongside the:
· Governance & Operations Manual; 
· Privacy Policy; 
· Terms & Conditions; 
· Safeguarding Policy; 
· Community Guidelines; 
· Coach Code of Conduct; and 
· any other relevant policies published by My Sports Coach. 
This policy may be reviewed periodically to reflect changes in legislation, recognised best practice, operational experience and the continued development of the My Sports Coach platform.

[bookmark: _Toc237248458]1. Introduction
My Sports Coach values feedback from users and recognises that complaints provide an opportunity to improve our services, strengthen our governance and enhance the experience of everyone using the platform.
We are committed to handling complaints in a manner that is fair, impartial and proportionate.
Where concerns are raised, we will seek to understand the circumstances, consider the available information and take appropriate action where necessary.
This policy applies to complaints relating to the operation of the My Sports Coach platform and explains how complaints can be submitted, assessed, investigated and resolved.
The policy also explains the types of complaints that may fall outside the scope of My Sports Coach and should instead be directed to an independent coach, sports club, employer, National Governing Body or another appropriate organisation.
Making a complaint will not automatically result in action being taken against another individual. Each complaint will be considered on its own merits and assessed using the information reasonably available at the time.
My Sports Coach encourages users to raise concerns respectfully, honestly and in good faith. We also encourage individuals to seek an informal resolution where appropriate before submitting a formal complaint.
Through effective complaint handling, My Sports Coach aims to promote accountability, continuous improvement and confidence in the operation of the platform.
[bookmark: _Toc237248459]2. Definitions
For the purposes of this Complaints Policy, the following definitions apply unless the context requires otherwise.

[bookmark: _Toc237248460]Appeal
A request made by a complainant or respondent asking My Sports Coach to review a complaint outcome where there are reasonable grounds to believe that the decision should be reconsidered.

[bookmark: _Toc237248461]Coach
An independent sports coach registered with or using the My Sports Coach platform to advertise or provide coaching services.
Unless expressly stated otherwise, coaches using the platform act as independent service providers and remain responsible for the services they deliver.

[bookmark: _Toc237248462]Complaint
An expression of dissatisfaction relating to the My Sports Coach platform, its services, policies, procedures or the conduct of a user where the complainant seeks a review, response or resolution.
A complaint may be submitted by any person directly affected by the matter or acting on behalf of another individual where appropriate.

[bookmark: _Toc237248463]Complainant
The individual or organisation submitting a complaint under this policy.

[bookmark: _Toc237248464]Investigation
The process undertaken by My Sports Coach to assess the facts, review relevant information and determine whether any action is appropriate in response to a complaint.
An investigation may include reviewing documents, communications, platform activity and any other information reasonably necessary to consider the complaint.

[bookmark: _Toc237248465]My Sports Coach
The online platform operated by My Sports Coach UK Ltd, enabling participants to discover, connect with and book independent sports coaches.
Unless expressly stated otherwise, My Sports Coach acts as a marketplace platform and does not deliver the independent coaching services advertised through the platform.

[bookmark: _Toc237248466]Participant
Any individual using or receiving coaching services arranged through the My Sports Coach platform.
Where appropriate, references to participants include parents or guardians acting on behalf of children.

[bookmark: _Toc237248467]Platform
The My Sports Coach website, applications, booking systems, communication tools and associated digital services operated by My Sports Coach UK Ltd.

[bookmark: _Toc237248468]Resolution
The outcome of a complaint following assessment or investigation.
A resolution may include providing information, offering guidance, taking corrective action, issuing warnings, applying account restrictions, closing the complaint without further action or any other reasonable outcome considered appropriate.

[bookmark: _Toc237248469]Respondent
The individual or organisation whose actions or conduct are the subject of a complaint.

[bookmark: _Toc237248470]User
Any individual or organisation accessing or using the My Sports Coach platform, including coaches, participants, parents, guardians, clubs, organisations and authorised representatives.

[bookmark: _Toc237248471]Working Day
Any day other than a Saturday, Sunday or public holiday in England and Wales.
Where timeframes within this policy refer to working days, they should be interpreted accordingly unless otherwise stated.

[bookmark: _Toc237248472]Interpretation
Words importing the singular include the plural and vice versa where the context requires.
References to legislation include any amendments, replacements or successor legislation.
Headings are included for convenience only and do not affect the interpretation of this policy.
[bookmark: _Toc237248473]3. Scope of this Policy
This Complaints Policy applies to complaints relating to the operation of the My Sports Coach platform and the services provided by My Sports Coach UK Ltd.
The policy explains how complaints may be submitted, assessed, investigated and resolved where they fall within the responsibility of My Sports Coach.
This policy should be read alongside the Terms & Conditions, Privacy Policy, Safeguarding Policy and other documents within the My Sports Coach Policy Library.

[bookmark: _Toc237248474]3.1 Who This Policy Applies To
This policy applies to all individuals and organisations using or interacting with the My Sports Coach platform, including:
· coaches; 
· participants; 
· parents and guardians; 
· sports clubs; 
· organisations; 
· My Sports Coach employees; 
· directors; 
· contractors; 
· service providers; and 
· any other authorised users of the platform. 
All users are expected to engage with the complaints process respectfully, honestly and in good faith.

[bookmark: _Toc237248475]3.2 Complaints Covered by this Policy
This policy applies to complaints relating to matters including:
· the operation of the My Sports Coach platform; 
· bookings made through the platform; 
· payments processed by the platform; 
· platform communications; 
· coach profile information displayed on the platform; 
· user conduct affecting the platform; 
· alleged breaches of the Terms & Conditions; 
· concerns regarding platform policies or procedures; and 
· any other matter that falls within the reasonable control or responsibility of My Sports Coach. 
Each complaint will be assessed individually to determine whether it falls within the scope of this policy.

[bookmark: _Toc237248476]3.3 Complaints Outside the Scope of this Policy
Certain complaints fall outside the responsibility of My Sports Coach because they relate to services delivered independently of the platform.
Examples include:
· the quality of coaching delivered by an independent coach; 
· coaching methods or session content; 
· coaching performance or sporting outcomes; 
· employment disputes; 
· disputes between coaches and their employers; 
· disciplinary matters managed by sports clubs; 
· National Governing Body disciplinary proceedings; or 
· matters that should properly be dealt with by another organisation. 
Where appropriate, My Sports Coach may advise users of a more suitable organisation to contact.

[bookmark: _Toc237248477]3.4 Safeguarding Concerns
Complaints that involve the safety or welfare of a child, young person or adult at risk should not normally be dealt with solely under this Complaints Policy.
Such matters will be considered under the My Sports Coach Safeguarding Policy and may be referred to the appropriate safeguarding authorities where necessary.
Where a complaint includes both service issues and safeguarding concerns, My Sports Coach may manage different aspects of the matter under separate procedures.

[bookmark: _Toc237248478]3.5 Criminal Matters
Where a complaint alleges criminal conduct, My Sports Coach does not investigate criminal offences.
Users should report suspected criminal activity to the appropriate law enforcement authority.
Where appropriate, My Sports Coach may cooperate with law enforcement agencies and take reasonable action in relation to the use of the platform while criminal investigations are ongoing.

[bookmark: _Toc237248479]3.6 Legal Proceedings
Where a complaint is the subject of active legal proceedings, My Sports Coach may:
· suspend consideration of the complaint; 
· limit the scope of its review; 
· defer aspects of the investigation; or 
· decline to investigate where it would be inappropriate to do so. 
Nothing within this policy prevents My Sports Coach from taking reasonable platform action where necessary to protect users or comply with legal obligations.

[bookmark: _Toc237248480]3.7 Anonymous Complaints
Anonymous complaints may be considered where sufficient information is provided to allow meaningful assessment.
However, anonymous complaints may be more difficult to investigate and My Sports Coach may be unable to provide updates or communicate the outcome where the identity of the complainant is unknown.

[bookmark: _Toc237248481]3.8 Frivolous, Vexatious or Repetitive Complaints
My Sports Coach aims to use its resources fairly and proportionately.
We may decline to investigate, or may discontinue consideration of, complaints that are reasonably considered to be:
· frivolous; 
· vexatious; 
· abusive; 
· repetitive without new evidence; 
· intended to harass another individual; or 
· otherwise an abuse of the complaints process. 
This does not prevent genuine complaints from being investigated, even where they are difficult or complex.

[bookmark: _Toc237248482]3.9 Relationship with Other Policies
This Complaints Policy operates alongside other My Sports Coach policies.
Depending on the nature of the concern, complaints may also involve consideration under:
· the Terms & Conditions; 
· the Safeguarding Policy; 
· the Privacy Policy; 
· the Community Guidelines; 
· the Coach Code of Conduct; or 
· any other relevant My Sports Coach policy. 
Where multiple policies apply, My Sports Coach will determine the most appropriate process for managing the matter.

[bookmark: _Toc237248483]3.10 Our Commitment
My Sports Coach is committed to ensuring that complaints are considered fairly, consistently and within the appropriate scope of our responsibilities.
By clearly defining the matters that fall within this policy, we aim to provide a transparent complaints process while recognising the responsibilities of coaches, clubs, governing bodies and other organisations.
My Sports Coach is committed to handling complaints in a manner that is fair, transparent, respectful and proportionate.
Complaints provide an opportunity to improve our services, strengthen our governance and maintain confidence in the My Sports Coach platform.
The following principles guide the way in which complaints are managed and resolved.

[bookmark: _Toc237248484]4. Complaints Principles
My Sports Coach is committed to handling complaints in a manner that is fair, transparent, respectful and proportionate.
Complaints provide an opportunity to improve our services, strengthen our governance and maintain confidence in the My Sports Coach platform.
The following principles guide the way in which complaints are managed and resolved.
[bookmark: _Toc237248485]4.1 Fairness
Every complaint will be considered fairly and objectively.
My Sports Coach will seek to understand the circumstances of each complaint before reaching any conclusions or taking action.
No assumptions will be made regarding the outcome of a complaint before the available information has been appropriately considered.

[bookmark: _Toc237248486]4.2 Impartiality
Complaints will be assessed impartially and without bias.
Individuals responsible for considering complaints will seek to make decisions based upon the available evidence and the requirements of this policy, rather than personal opinions or assumptions.

[bookmark: _Toc237248487]4.3 Respect
Everyone involved in the complaints process should be treated with dignity, courtesy and respect.
This includes:
· complainants; 
· respondents; 
· witnesses; 
· platform users; and 
· any other individuals involved in the complaint. 
Abusive, threatening or discriminatory behaviour will not be tolerated during the complaints process.

[bookmark: _Toc237248488]4.4 Confidentiality
Complaints will be handled as confidentially as reasonably practicable.
Information relating to a complaint will only be shared where necessary to:
· investigate the complaint; 
· protect individuals; 
· comply with legal obligations; 
· support a fair resolution; or 
· fulfil legitimate operational requirements. 
Confidentiality cannot be guaranteed where disclosure is required by law or necessary to protect the safety or rights of others.

[bookmark: _Toc237248489]4.5 Timeliness
My Sports Coach aims to acknowledge, assess and respond to complaints within reasonable timescales.
Some complaints may require additional time due to their complexity, the availability of information or the involvement of external organisations.
Where delays occur, we will seek to keep relevant parties appropriately informed where practicable.

[bookmark: _Toc237248490]4.6 Evidence-Based Decision Making
Complaint outcomes will be based on the information reasonably available at the time the complaint is considered.
This may include:
· statements from the parties involved; 
· platform records; 
· booking information; 
· communications; 
· supporting documents; and 
· any other relevant evidence. 
My Sports Coach will make decisions on the balance of the available information and is not required to establish matters beyond reasonable doubt.

[bookmark: _Toc237248491]4.7 Proportionality
Any action taken in response to a complaint will be proportionate to the nature and seriousness of the matter.
Where appropriate, My Sports Coach may:
· provide guidance; 
· facilitate clarification; 
· issue warnings; 
· request corrective action; 
· apply account restrictions; 
· suspend or terminate platform access; or 
· take other reasonable action permitted under the Terms & Conditions. 
Not every complaint will require formal disciplinary action.

[bookmark: _Toc237248492]4.8 Accessibility
My Sports Coach aims to make the complaints process clear and accessible.
Users should be able to understand:
· how to submit a complaint; 
· what information to provide; 
· how complaints are assessed; 
· what outcomes may be available; and 
· how decisions may be reviewed where appropriate. 
We are committed to promoting a complaints process that is straightforward and easy to follow.

[bookmark: _Toc237248493]4.9 Learning and Continuous Improvement
Complaints provide valuable insight into the operation of the platform.
Where appropriate, My Sports Coach will use information arising from complaints to:
· improve services; 
· strengthen policies; 
· enhance platform features; 
· identify emerging issues; 
· improve user guidance; and 
· support effective governance. 
The purpose of the complaints process is not only to resolve individual concerns but also to contribute to the ongoing improvement of the platform.

[bookmark: _Toc237248494]4.10 Good Faith
My Sports Coach encourages users to raise complaints honestly and responsibly.
Complaints submitted in good faith will be treated seriously, even where they are not ultimately upheld.
Knowingly submitting false, malicious or misleading complaints may result in action under the Terms & Conditions or other applicable policies.

[bookmark: _Toc237248495]4.11 Our Commitment
My Sports Coach is committed to operating a complaints process that is fair, impartial and transparent.
By applying these principles consistently, we aim to resolve concerns appropriately, support everyone involved and continually improve the quality and integrity of the My Sports Coach platform.
[bookmark: _Toc237248496]5. Submitting a Complaint
My Sports Coach encourages individuals to raise concerns as soon as reasonably practicable after an issue arises.
Prompt reporting helps ensure that relevant information remains available and enables complaints to be considered fairly and efficiently.
Complaints should be submitted respectfully, honestly and in good faith.

[bookmark: _Toc237248497]5.1 Who May Submit a Complaint
Complaints may be submitted by:
· participants; 
· coaches; 
· parents or guardians; 
· sports clubs; 
· organisations; 
· authorised representatives acting on behalf of another individual where appropriate; and 
· any other person directly affected by the matter being complained about. 
Where a complaint is submitted on behalf of another person, My Sports Coach may request evidence of authority or consent where appropriate.

[bookmark: _Toc237248498]5.2 How to Submit a Complaint
Complaints relating to the My Sports Coach platform should be submitted using the contact details or complaints procedure published on the My Sports Coach website.
Complaints should normally be made in writing wherever reasonably practicable to ensure that the information provided can be reviewed accurately.
Where an individual is unable to submit a written complaint, My Sports Coach will seek to consider reasonable alternative methods of communication where appropriate.

[bookmark: _Toc237248499]5.3 Information to Include
To assist with the efficient handling of complaints, complainants are encouraged to provide, where available:
· their name and contact details; 
· the names of any other individuals involved; 
· the date and time of the incident or events; 
· the location, where relevant; 
· a clear description of the complaint; 
· details of any action already taken; 
· copies of relevant documents, messages or other supporting information; and 
· the outcome or resolution sought. 
Providing complete and accurate information will assist My Sports Coach in assessing the complaint.

[bookmark: _Toc237248500]5.4 Complaints Made on Behalf of Others
A complaint may be submitted on behalf of another individual where appropriate, including by:
· a parent or legal guardian; 
· an authorised representative; 
· a person holding appropriate legal authority; or 
· another individual acting with the consent of the complainant. 
My Sports Coach may request confirmation of authority before considering the complaint where necessary.

[bookmark: _Toc237248501]5.5 Timing of Complaints
Complaints should normally be submitted as soon as reasonably practicable after the matter giving rise to the complaint.
While My Sports Coach may consider complaints relating to historical events, delays in reporting may affect the availability of evidence and our ability to investigate the matter effectively.
Where appropriate, My Sports Coach may decide not to investigate complaints where an unreasonable delay has materially affected the ability to conduct a fair assessment.

[bookmark: _Toc237248502]5.6 Anonymous Complaints
Anonymous complaints may be considered where sufficient information is provided to allow meaningful assessment.
However, anonymous complaints may:
· limit the ability to obtain further information; 
· restrict the scope of any investigation; 
· prevent updates being provided; and 
· affect the ability to reach a conclusive outcome. 
Each anonymous complaint will be considered on its individual circumstances.

[bookmark: _Toc237248503]5.7 Standards of Conduct
Individuals submitting complaints are expected to communicate respectfully throughout the complaints process.
My Sports Coach will not tolerate:
· abusive language; 
· threatening behaviour; 
· harassment; 
· discriminatory conduct; 
· knowingly false allegations; or 
· repeated complaints intended solely to intimidate or inconvenience others. 
Where such behaviour occurs, My Sports Coach may take appropriate action under the Terms & Conditions or other applicable policies.

[bookmark: _Toc237248504]5.8 Acknowledgement of Complaints
My Sports Coach aims to acknowledge receipt of complaints within a reasonable period.
Acknowledging receipt confirms that the complaint has been received but does not indicate that the complaint has been upheld or that any particular outcome will follow.
Where additional information is required, My Sports Coach may contact the complainant during the assessment process.

[bookmark: _Toc237248505]5.9 Withdrawal of Complaints
A complainant may request to withdraw their complaint at any stage.
However, My Sports Coach reserves the right to continue considering a complaint where:
· safeguarding concerns are identified; 
· legal obligations require further action; 
· the matter presents an ongoing risk to platform users; or 
· continued consideration is otherwise considered necessary in the interests of platform safety or governance. 

[bookmark: _Toc237248506]5.10 Our Commitment
My Sports Coach aims to make the complaints process accessible, straightforward and fair.
We encourage individuals to provide clear and accurate information so that complaints can be assessed efficiently and resolved appropriately in accordance with this policy.




[bookmark: _Toc237248507]6.Complaint Assessment & Investigation
Every complaint received by My Sports Coach will be assessed fairly, objectively and proportionately.
The purpose of the assessment process is to understand the nature of the complaint, determine whether it falls within the scope of this policy and identify the most appropriate course of action.
Not every complaint will require a formal investigation. Some matters may be resolved through clarification, guidance or other appropriate action.

[bookmark: _Toc237248508]6.1 Initial Assessment
Upon receiving a complaint, My Sports Coach may carry out an initial assessment to determine:
· whether the complaint falls within the scope of this policy; 
· whether sufficient information has been provided; 
· whether additional information is required; 
· whether the complaint should be managed under another My Sports Coach policy; 
· whether the complaint should be referred to another organisation; and 
· whether a formal investigation is necessary. 
The purpose of the initial assessment is to determine the appropriate handling of the complaint rather than to reach a final decision.

[bookmark: _Toc237248509]6.2 Complaints Outside Our Responsibility
Where My Sports Coach reasonably believes that a complaint falls outside our responsibilities, we may:
· explain why the complaint cannot be investigated; 
· direct the complainant to a more appropriate organisation; 
· provide general guidance where appropriate; or 
· close the complaint without further action. 
Examples may include complaints that should be dealt with by:
· an independent coach; 
· a sports club; 
· an employer; 
· a National Governing Body; 
· law enforcement agencies; or 
· another organisation responsible for the matter. 

[bookmark: _Toc237248510]6.3 Information Gathering
Where appropriate, My Sports Coach may gather information relevant to the complaint.
This may include reviewing:
· booking records; 
· platform activity; 
· communications made through the platform; 
· account information; 
· documents provided by the parties involved; 
· screenshots or digital evidence; and 
· any other information reasonably necessary to understand the complaint. 
Information gathering will be proportionate to the nature and complexity of the complaint.

[bookmark: _Toc237248511]6.4 Requesting Further Information
Where additional information is required, My Sports Coach may ask the complainant, respondent or other relevant individuals to provide further details.
Failure to provide requested information may affect our ability to investigate or determine the complaint fairly.

[bookmark: _Toc237248512]6.5 Contacting Relevant Parties
Where appropriate, My Sports Coach may contact:
· the complainant; 
· the respondent; 
· relevant witnesses; 
· coaches; 
· participants; 
· parents or guardians; 
· clubs; 
· organisations; or 
· other individuals who may assist in understanding the complaint. 
Each individual will be treated fairly and given an appropriate opportunity to provide relevant information where reasonably practicable.

[bookmark: _Toc237248513]6.6 Fair and Objective Assessment
Complaints will be considered impartially using the information reasonably available at the time.
My Sports Coach will not:
· assume that a complaint is valid simply because it has been submitted; 
· assume that a complaint is unfounded without appropriate consideration; or 
· make decisions based upon speculation rather than available evidence. 
Every complaint will be assessed on its own individual circumstances.

[bookmark: _Toc237248514]6.7 Suspension of Platform Access
Where a complaint identifies a potential risk to users or the integrity of the platform, My Sports Coach may take temporary protective action while the complaint is being considered.
This may include:
· restricting certain platform features; 
· suspending an account; 
· pausing bookings; 
· limiting communications; or 
· taking other reasonable measures considered necessary. 
Such action is precautionary and does not imply that any allegation has been proven.

[bookmark: _Toc237248515]6.8 Cooperation with Other Organisations
Where appropriate, My Sports Coach may cooperate with:
· National Governing Bodies of Sport; 
· sports clubs; 
· educational establishments; 
· regulatory bodies; 
· law enforcement agencies; 
· safeguarding authorities; or 
· other relevant organisations. 
Information will only be shared where there is a lawful basis for doing so and where it is appropriate in the circumstances.

[bookmark: _Toc237248516]6.9 Concluding an Investigation
Following assessment or investigation, My Sports Coach will determine the most appropriate outcome based upon:
· the available evidence; 
· the seriousness of the matter; 
· applicable platform policies; 
· the Terms & Conditions; 
· legal obligations; and 
· the interests of maintaining a safe, fair and professional platform. 
The available outcomes are explained in the following section of this policy.

[bookmark: _Toc237248517]6.10 Our Commitment
My Sports Coach is committed to investigating complaints fairly, proportionately and consistently.
By gathering relevant information, considering each complaint on its own merits and applying this policy consistently, we aim to ensure that complaints are resolved appropriately while maintaining confidence in the integrity of the My Sports Coach platform.
[bookmark: _Toc237248518]7. Complaint Outcomes & Resolution
Following the assessment or investigation of a complaint, My Sports Coach will determine the most appropriate outcome based on the information reasonably available at the time.
Outcomes will be fair, proportionate and consistent with this policy, the Terms & Conditions and any other relevant My Sports Coach policies.
Not every complaint will result in formal action. Where appropriate, complaints may be resolved through clarification, guidance or other informal measures.

[bookmark: _Toc237248519]7.1 Factors Considered
When determining the outcome of a complaint, My Sports Coach may consider:
· the available evidence; 
· the seriousness of the complaint; 
· whether platform policies have been breached; 
· the impact on individuals affected; 
· any previous relevant complaints or platform history; 
· steps already taken to resolve the matter; 
· any mitigating circumstances; and 
· the wider interests of maintaining a safe, fair and professional platform. 
Each complaint will be considered on its individual merits.

[bookmark: _Toc237248520]7.2 No Further Action
Where there is insufficient evidence to support the complaint, or where no breach of platform policies is identified, My Sports Coach may decide that no further action is required.
Closing a complaint without further action does not necessarily mean that the complainant's concerns were unreasonable. It may simply reflect that the available information does not justify further intervention.

[bookmark: _Toc237248521]7.3 Guidance or Informal Resolution
Where appropriate, My Sports Coach may seek to resolve a complaint informally.
This may include:
· providing clarification; 
· offering guidance; 
· reminding users of platform expectations; 
· encouraging constructive communication between the parties; or 
· identifying practical steps to prevent similar issues arising. 
Informal resolution may be appropriate where the complaint is minor and there is no significant safeguarding, legal or platform risk.

[bookmark: _Toc237248522]7.4 Warnings
Where a breach of platform policies is identified but formal suspension or termination is not considered necessary, My Sports Coach may issue a warning.
Warnings may:
· explain the nature of the concern; 
· remind the user of their responsibilities; 
· require future compliance with platform policies; and 
· advise that further breaches may result in additional action. 
Warnings form part of My Sports Coach's proportionate approach to complaint resolution.

[bookmark: _Toc237248523]7.5 Account Restrictions
Where appropriate, My Sports Coach may temporarily or permanently restrict certain platform features.
Restrictions may include:
· limiting messaging functions; 
· restricting bookings; 
· removing specific content; 
· limiting profile visibility; 
· restricting access to particular platform features; or 
· applying other reasonable operational restrictions. 
Restrictions will be proportionate to the circumstances of the complaint.

[bookmark: _Toc237248524]7.6 Suspension or Termination
Where a serious breach of platform policies, the Terms & Conditions or applicable legal obligations is identified, My Sports Coach may suspend or terminate a user's account.
Examples may include:
· repeated breaches of platform policies; 
· serious misconduct; 
· safeguarding concerns; 
· fraudulent activity; 
· abusive behaviour; 
· misuse of the platform; or 
· conduct that presents an unacceptable risk to other users or the integrity of the platform. 
Any decision will be made fairly and proportionately.

[bookmark: _Toc237248525]7.7 Referral to Other Organisations
Where appropriate, My Sports Coach may refer matters to another organisation better placed to consider the complaint.
This may include:
· National Governing Bodies of Sport; 
· sports clubs; 
· employers; 
· educational establishments; 
· regulatory bodies; 
· safeguarding authorities; 
· law enforcement agencies; or 
· other organisations with relevant responsibility. 
Referrals will be made only where appropriate and where there is a lawful basis for doing so.

[bookmark: _Toc237248526]7.8 Communicating the Outcome
Where appropriate, My Sports Coach will communicate the outcome of the complaint to the complainant and, where relevant, the respondent.
Information provided may be limited where:
· confidentiality obligations apply; 
· legal restrictions exist; 
· safeguarding considerations arise; 
· disclosure could prejudice another investigation; or 
· the rights of another individual would be adversely affected. 
Not all details of any action taken can necessarily be disclosed.

[bookmark: _Toc237248527]7.9 Closing the Complaint
Once the complaint has been considered and any appropriate action has been taken, My Sports Coach will close the complaint.
A closed complaint may only be reopened where:
· significant new evidence becomes available; 
· a procedural error is identified; 
· legal obligations require further consideration; or 
· My Sports Coach otherwise considers that reopening the complaint is appropriate. 

[bookmark: _Toc237248528]7.10 Our Commitment
My Sports Coach is committed to resolving complaints fairly, consistently and proportionately.
Our objective is to reach outcomes that protect the integrity of the platform, support those affected and contribute to the continuous improvement of our services.



[bookmark: _Toc237248529]8. Appeals
My Sports Coach recognises that, in some circumstances, a complainant or respondent may believe that a complaint outcome should be reconsidered.
This Appeals process provides an opportunity for eligible decisions to be reviewed where there are reasonable grounds for doing so.
An appeal is not a new investigation or an opportunity to simply repeat the original complaint. It is a review of whether the original complaint was handled appropriately and whether the outcome should be reconsidered.

[bookmark: _Toc237248530]8.1 Who May Appeal
An appeal may be submitted by:
· the complainant; 
· the respondent; or 
· an authorised representative acting on behalf of either party where appropriate. 
My Sports Coach may request evidence of authority before accepting an appeal submitted by a representative.

[bookmark: _Toc237248531]8.2 Grounds for Appeal
An appeal will normally only be considered where one or more of the following grounds apply:
· significant new information has become available that could reasonably affect the original decision; 
· there is evidence that the complaints process was not followed appropriately; 
· there has been a material error in the assessment of the available information; or 
· the outcome is believed to be unreasonable or disproportionate based upon the available evidence. 
An appeal will not normally be accepted solely because a party disagrees with the original outcome.

[bookmark: _Toc237248532]8.3 Submitting an Appeal
Appeals should be submitted in writing using the contact details or appeals process published by My Sports Coach.
An appeal should include:
· the original complaint reference, where available; 
· the decision being appealed; 
· the grounds for the appeal; 
· any new supporting information; and 
· the outcome sought. 
Providing clear and relevant information will assist in the review of the appeal.

[bookmark: _Toc237248533]8.4 Timeframe for Appeals
Appeals should normally be submitted within a reasonable period following notification of the original complaint outcome.
Appeals submitted after a significant delay may not be considered unless there are exceptional circumstances explaining the delay.

[bookmark: _Toc237248534]8.5 Appeal Review
Where an appeal is accepted, My Sports Coach will review:
· the original complaint; 
· the information considered during the investigation; 
· the grounds for appeal; 
· any new information submitted; and 
· whether the original decision was fair, reasonable and consistent with this policy. 
Where reasonably practicable, the appeal should be reviewed by an individual who was not responsible for making the original decision.
Where this is not possible due to the size or structure of the organisation, My Sports Coach will take reasonable steps to ensure that the appeal is considered objectively and impartially.

[bookmark: _Toc237248535]8.6 Appeal Outcomes
Following review, My Sports Coach may:
· uphold the original decision; 
· vary the original outcome; 
· overturn the original decision; 
· request further information before reaching a decision; or 
· refer the matter for further consideration where appropriate. 
Each appeal will be determined on its own individual circumstances.

[bookmark: _Toc237248536]8.7 Final Decision
The outcome of the appeal will normally represent the final stage of the My Sports Coach complaints process.
There is no automatic right to submit multiple appeals relating to the same complaint unless significant new information becomes available or My Sports Coach otherwise determines that further review is appropriate.

[bookmark: _Toc237248537]8.8 External Remedies
Completion of the My Sports Coach complaints process does not prevent an individual from exercising any legal rights or pursuing alternative dispute resolution or regulatory remedies that may be available.
Nothing within this policy limits any statutory rights or legal remedies available under applicable law.

[bookmark: _Toc237248538]8.9 Record Keeping
Appeals will be recorded and retained in accordance with this Complaints Policy, the Privacy Policy and applicable legal obligations.
Appeal records may be used to:
· support governance; 
· monitor complaint trends; 
· identify procedural improvements; and 
· strengthen future complaint handling. 

[bookmark: _Toc237248539]8.10 Our Commitment
My Sports Coach is committed to ensuring that appeals are considered fairly, independently where reasonably practicable and in accordance with the principles set out in this policy.
By providing an opportunity to review appropriate decisions, we aim to promote transparency, accountability and confidence in the integrity of our complaints process.




[bookmark: _Toc237248540]9. Confidentiality, Record Keeping & Continuous Improvement
My Sports Coach recognises that complaints often involve sensitive personal information and that the complaints process must be managed responsibly, fairly and in accordance with applicable legal requirements.
Information relating to complaints will be handled with appropriate confidentiality while ensuring that My Sports Coach can investigate concerns effectively, comply with legal obligations and continually improve the operation of the platform.

[bookmark: _Toc237248541]9.1 Confidentiality
Complaints will be handled as confidentially as reasonably practicable.
Information relating to a complaint will only be shared where necessary to:
· investigate the complaint; 
· protect the rights, safety or wellbeing of individuals; 
· comply with legal or regulatory obligations; 
· support a fair and proportionate resolution; or 
· fulfil legitimate operational requirements. 
Users involved in the complaints process are expected to respect the confidentiality of complaint information.

[bookmark: _Toc237248542]9.2 Information Sharing
Where appropriate and lawful, My Sports Coach may share complaint-related information with:
· the complainant; 
· the respondent; 
· authorised representatives; 
· National Governing Bodies of Sport; 
· sports clubs; 
· safeguarding authorities; 
· law enforcement agencies; 
· regulatory bodies; or 
· other organisations with a legitimate interest in the matter. 
Information will only be shared where there is a lawful basis for doing so and where it is proportionate to the circumstances.

[bookmark: _Toc237248543]9.3 Complaint Records
My Sports Coach will maintain appropriate records of complaints, investigations, appeals and any actions taken.
Complaint records may include:
· complaint details; 
· correspondence; 
· supporting evidence; 
· investigation notes; 
· decisions reached; 
· appeal outcomes; and 
· any corrective or preventative action taken. 
Maintaining accurate records supports consistency, accountability and effective governance.

[bookmark: _Toc237248544]9.4 Secure Storage and Retention
Complaint records will be stored securely using appropriate technical and organisational measures designed to protect personal information.
Records may be retained for as long as reasonably necessary to:
· investigate complaints; 
· comply with legal obligations; 
· defend legal claims; 
· support governance; 
· identify complaint trends; or 
· fulfil other legitimate business purposes. 
Retention periods will be determined in accordance with applicable legislation and the My Sports Coach Privacy Policy.

[bookmark: _Toc237248545]9.5 Learning from Complaints
Complaints provide valuable opportunities to improve the quality of the My Sports Coach platform.
Where appropriate, information arising from complaints may be used to:
· improve policies and procedures; 
· strengthen platform features; 
· enhance user guidance; 
· identify recurring issues; 
· improve customer experience; and 
· support organisational learning. 
Where possible, learning activities will use anonymised information to protect individual privacy.

[bookmark: _Toc237248546]9.6 Monitoring and Review
My Sports Coach will monitor the operation of this Complaints Policy to ensure that it remains effective, proportionate and aligned with recognised good practice.
The policy may be reviewed where:
· legislation changes; 
· operational experience identifies improvements; 
· complaint trends indicate a need for revision; 
· platform services change; or 
· governance reviews recommend amendments. 
Updated editions of this policy may be published from time to time.

[bookmark: _Toc237248547]9.7 Relationship with Other Policies
This Complaints Policy forms part of the wider My Sports Coach Policy Library.
It should be read alongside the:
· Governance & Operations Manual; 
· Privacy Policy; 
· Terms & Conditions; 
· Safeguarding Policy; 
· Community Guidelines; 
· Coach Code of Conduct; and 
· any other relevant policies published by My Sports Coach. 
Where more than one policy applies to a matter, My Sports Coach will determine the most appropriate process for managing the issue.

[bookmark: _Toc237248548]9.8 Our Commitment
My Sports Coach is committed to operating a complaints process that is transparent, fair and focused on continuous improvement.
By protecting confidential information, maintaining accurate records and learning from user feedback, we aim to strengthen the quality, integrity and accountability of the My Sports Coach platform.
Through regular review and ongoing governance, My Sports Coach will continue to develop its complaints procedures in line with legislative developments, recognised best practice and the evolving needs of our users.
[bookmark: _Toc237248549]End of Complaints Policy
Thank you for taking the time to read this Complaints Policy.
My Sports Coach values feedback and recognises that effective complaint handling plays an important role in maintaining trust, improving services and supporting a fair and professional platform for everyone.
— End of Main Document —
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