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GOVERNANCE & OPERATIONS MANUAL
Book 1
Version 1.0

“Trust isn't claimed. It's earned.”














Table of Contents
About this Publication	7
Founder Foreword	7
About My Sports Coach	7
Vision	7
Mission	7
How to Use This Manual	8
Governance Pillars	8
Document Approval	8
Document Hierarchy	8
Organisational Philosophy	9
Our Values	9
Strategic Objectives	9
Governance Responsibilities	9
Document Hierarchy	10
Key Governance Principle	10
Governance Structure	10
Decision-Making Principles	10
Roles & Responsibilities	10
Governance Cycle	10
Success Measures	11
Chapter Summary	11
Identity Verification	13
Qualification Verification	13
Document Review Standards	13
Renewal & Ongoing Compliance	14
Approval Outcomes	14
Governance Note	14
Verification Audits	14
Suspension of Verified Status	14
Appeals Process	15
Quality Assurance	15
Chapter Summary	15
Introduction	16
Purpose	16
Core Principles	16
What the Trust Standard Means	16
Governance Note	16
Maintaining the Trust Standard	17
Ongoing Requirements	17
Compliance Monitoring	17
Benefits of the Trust Standard	17
Governance Principle	17
Restoration of Verified Status	18
Governance Oversight	18
Chapter Summary	18
Purpose	19
Professional Standards	19
Professional Behaviour	19
Governance Principle	19
Safeguarding Responsibilities	20
Equality, Diversity & Inclusion	20
Professional Boundaries	20
Communication Standards	20
Social Media & Public Conduct	20
Conflicts of Interest	21
Breaches of the Code	21
Chapter Summary	21
Purpose	22
Marketplace Model	22
Booking Journey	22
Responsibilities	22
Governance Principle	23
Payment Processing	23
Coach Payments	23
Cancellation Policy	23
Refund Principles	23
Financial Responsibilities	23
Customer Support	24
Marketplace Integrity	24
Governance Principle	24
Chapter Summary	24
Purpose	25
Safeguarding Principles	25
Who This Applies To	25
Governance Principle	25
Preview	25
Recognising Safeguarding Concerns	26
Reporting Procedure	26
Confidentiality	26
Coach Responsibilities	26
Responding to Allegations	26
Temporary Suspension	26
Safeguarding Records	27
Learning & Continuous Improvement	27
Chapter Summary	27
Purpose	28
Principles of the Review System	28
Who Can Leave a Review?	28
Governance Principle	28
Review Moderation	28
Coach Responses	29
Prohibited Review Content	29
Quality Assurance	29
Governance Principle	29
Review Disputes	29
Fraudulent Reviews	29
Enforcement Measures	29
Chapter Summary	30
Purpose	31
Guiding Principles	31
Types of Complaints	31
Governance Principle	31
Complaint Investigation Process	32
Evidence Gathering	32
Communication Standards	32
Decision Making	32
Appeals	32
Possible Complaint Outcomes	32
Learning & Continuous Improvement	33
Governance Principle	33
Chapter Summary	33
Purpose	34
Risk Management Principles	34
Key Risk Categories	34
Governance Principle	34
Risk Assessment Process	35
Risk Register	35
Business Continuity	35
Incident Management	35
Crisis Management	35
Governance Oversight	35
Annual Risk Review	36
Continuous Improvement	36
Chapter Summary	36
Purpose	37
Core Principles	37
Information Categories	37
Governance Principle	37
Information Security	38
Retention of Information	38
Individual Rights	38
Personal Data Breaches	38
Compliance Monitoring	38
Annual Information Governance Review	39
Continuous Improvement	39
Chapter Summary	39
Purpose	40
Programme Objectives	40
Recognition Levels	40
Governance Principle	40
Eligibility for Recognition	40
Assessment Criteria	41
Evidence Requirements	41
Maintaining Recognition	41
Governance Principle	41
Review & Renewal	41
Withdrawal of Recognition	41
Appeals	41
Chapter Summary	42
Purpose	43
Policy Lifecycle	43
Document Control	43
Governance Principle	43
Version Control	43
Change Management	44
Governance Reviews	44
Continuous Improvement	44
Governance Principle	44
Governance Ownership	44
Publication & Communication	44
Final Chapter Summary	45
Conclusion to Book 1	45






[bookmark: _Toc237248902]About this Publication
This publication establishes the governance framework for My Sports Coach and preserves the approved governance intent while presenting it in publication format.
Front Matter – Section 02
[bookmark: _Toc237248903]Founder Foreword
Welcome to the Publication Edition of the My Sports Coach Governance & Operations Manual.

My Sports Coach was founded following more than ten years working as a Physical Education teacher and sports coach across professional and community settings. Those experiences highlighted the need for a trusted platform where athletes, families and coaches could connect with confidence.

This manual establishes the governance framework that supports every decision made by My Sports Coach. It reflects our commitment to safeguarding, professionalism, transparency and continuous improvement as we work towards becoming the Home of Sports Coaching.
[bookmark: _Toc237248904]About My Sports Coach
My Sports Coach is a digital marketplace designed to connect participants with trusted independent sports coaches. The platform promotes high professional standards through transparent verification, clear governance and a commitment to participant welfare.
[bookmark: _Toc237248905]Vision
To become the Home of Sports Coaching by building the UK's most trusted coaching marketplace.
[bookmark: _Toc237248906]Mission
Connecting athletes, coaches and communities through the power of sport.
Core Values
	Value
	Commitment

	Trust
	We build confidence through transparent verification and honest communication.

	Safety
	Participant welfare is at the heart of every decision.

	Professionalism
	We promote high standards of conduct and continual development.

	Community
	We strengthen participation by connecting people through sport.

	Continuous Improvement
	We review, learn and improve our governance and operations.


[bookmark: _Toc237248907]How to Use This Manual
Read this manual alongside the supporting policies, agreements and procedures. Each chapter forms part of the overall governance framework and should be applied consistently.
Front Matter – Section 03
[bookmark: _Toc237248908]Governance Pillars
	Pillar
	Purpose

	Trust
	Build confidence through transparency and verification.

	Safety
	Prioritise participant welfare in every decision.

	Professionalism
	Maintain high coaching and governance standards.

	Integrity
	Act ethically, fairly and lawfully.

	Continuous Improvement
	Review performance and improve governance.


[bookmark: _Toc237248909]Document Approval
Approving Authority: Company Director
Status: Publication Edition
Approval Date: 09.08.2026
Next Review: Annual
[bookmark: _Toc237248910]Document Hierarchy
This manual forms the primary governance document and should be read alongside supporting policies, procedures, agreements and operational guidance.
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Chapter 1 – Governance Charter

Building the UK's most trusted sports coaching marketplace
[bookmark: _Toc237248911]Organisational Philosophy
My Sports Coach exists to create confidence in sports coaching. Every policy, feature and decision should strengthen trust between athletes, families and coaches. Commercial success should never come at the expense of participant welfare or professional standards.
[bookmark: _Toc237248912]Our Values
	Value
	Commitment

	Trust
	Earned through transparent verification, consistent standards and honest communication.

	Safety
	Participant welfare is the first consideration in every decision.

	Professionalism
	Support coaches to operate to high professional standards.

	Community
	Strengthen participation by connecting athletes, coaches and communities.

	Integrity
	Act fairly, lawfully and ethically at all times.


[bookmark: _Toc237248913]Strategic Objectives
Become the UK's most trusted sports coaching marketplace.
Maintain a rigorous verification standard for every approved coach.
Provide a safe, secure and transparent booking experience.
Support coaches to grow sustainable coaching businesses.
Promote participation and strengthen local sporting communities.
[bookmark: _Toc237248914]Governance Responsibilities
The Company Director is responsible for ensuring governance arrangements remain effective during the start-up phase. As My Sports Coach grows, operational responsibilities may be delegated while overall accountability remains with the Company.
[bookmark: _Toc237248915]Document Hierarchy
The Governance & Operations Manual sits at the highest level of the Company's governance framework. It is supported by the Coach Agreement, Client Terms & Conditions, Privacy Policy, Safeguarding Policy, Cancellation & Refund Policy and other operational procedures.
[bookmark: _Toc237248916]Key Governance Principle
Good governance is visible in everyday decisions. Every interaction on the platform should reflect fairness, transparency, accountability and professionalism.
[bookmark: _Toc237248917]Governance Structure
My Sports Coach adopts a simple governance structure appropriate for a start-up while maintaining clear accountability. As the Company grows, governance responsibilities may be delegated, but overall accountability remains with the Company Director until formally reassigned.
[bookmark: _Toc237248918]Decision-Making Principles
Prioritise participant welfare.
Comply with applicable law and regulation.
Act fairly and consistently.
Base decisions on evidence where possible.
Record significant decisions and review outcomes.
[bookmark: _Toc237248919]Roles & Responsibilities
	Role
	Primary Responsibilities

	Company Director
	Governance, strategic direction, approvals and compliance.

	Verified Coaches
	Safe, professional delivery of coaching services.

	Clients
	Accurate bookings, respectful conduct and compliance with platform terms.

	My Sports Coach
	Platform management, verification, support and continuous improvement.


[bookmark: _Toc237248920]Governance Cycle
Plan – establish policies and objectives.
Implement – operate in accordance with approved policies.
Review – monitor feedback, incidents and performance.
Improve – update policies and procedures where appropriate.
[bookmark: _Toc237248921]Success Measures
The effectiveness of governance should be assessed using measurable indicators such as verification completion rates, complaint resolution times, safeguarding outcomes, customer satisfaction and policy review completion.
[bookmark: _Toc237248922]Chapter Summary
Chapter 1 establishes the strategic and governance foundations of My Sports Coach. It defines the organisation's vision, mission, governance philosophy, decision-making principles and accountability framework, providing the foundation upon which all subsequent policies and operational procedures within this manual are built.
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Chapter 2 – Coach Eligibility & Verification

Introduction
Verification is the foundation of trust on the My Sports Coach platform. Every coach must successfully complete the verification process before a public profile is approved and bookings can be accepted.
Purpose
The purpose of this chapter is to establish a transparent, consistent and fair verification process that protects participants, supports coaches and strengthens confidence in the platform.
Eligibility Requirements
Be aged 18 or over.
Operate as an independent/self-employed coach.
Hold recognised coaching qualifications relevant to the services offered.
Maintain valid public liability insurance.
Successfully complete My Sports Coach verification.
Verification Workflow
Coach creates an account.
Required documents are uploaded.
Identity checks are completed.
Qualifications are reviewed.
DBS and insurance are verified.
Application approved or further information requested.
Verified status awarded.
Required Documentation
	Document
	Required
	Reason

	Passport or Driving Licence
	Yes
	Identity verification

	Enhanced DBS
	Yes
	Safeguarding

	Coaching Qualification
	Yes
	Professional competence

	Public Liability Insurance
	Yes
	Risk management



Governance Principle
Every verified coach should meet exactly the same transparent onboarding standards, ensuring fairness for coaches and confidence for clients.
[bookmark: _Toc237248923]Identity Verification
Every coach must verify their identity before becoming eligible for approval. Identity verification helps protect clients, reduces fraudulent accounts and supports trust across the platform.
Accepted documents:
Valid Passport
UK Photocard Driving Licence
[bookmark: _Toc237248924]Qualification Verification
Coaches must upload recognised coaching qualifications relevant to the services they intend to provide. Qualifications will be reviewed to confirm authenticity and relevance.
	Verification Area
	Requirement
	Review

	Identity
	Passport or Driving Licence
	Mandatory

	Qualifications
	Relevant coaching certificate(s)
	Mandatory

	DBS
	Enhanced DBS or Update Service
	Mandatory

	Insurance
	Public Liability Insurance
	Mandatory


[bookmark: _Toc237248925]Document Review Standards
Documents must be clear and legible.
Names should match the coach's profile.
Expired documents will not normally be accepted.
Additional evidence may be requested where appropriate.
[bookmark: _Toc237248926]Renewal & Ongoing Compliance
Coaches remain responsible for ensuring that insurance and DBS information remains current. My Sports Coach may request updated documentation before expiry or as part of routine compliance checks.
[bookmark: _Toc237248927]Approval Outcomes
	Outcome
	Description

	Approved
	Coach receives Verified by My Sports Coach status.

	More Information Required
	Application paused pending additional evidence.

	Declined
	Application does not currently meet platform requirements.


[bookmark: _Toc237248928]Governance Note
Verification demonstrates that required onboarding evidence has been reviewed. It is not a guarantee of future performance and does not replace the coach's professional responsibilities.
[bookmark: _Toc237248929]Verification Audits
My Sports Coach may carry out routine verification audits to ensure coaches continue to meet the platform's verification standards. Audits help maintain trust and ensure documentation remains accurate and up to date.
Random compliance checks may be undertaken.
Updated insurance certificates may be requested.
DBS status may be rechecked where appropriate.
Coaches are expected to respond promptly to verification requests.
[bookmark: _Toc237248930]Suspension of Verified Status
Verified status may be suspended where required documentation expires, information is found to be inaccurate, safeguarding concerns arise or a coach fails to cooperate with the verification process.
	Reason
	Typical Outcome

	Expired insurance
	Temporary suspension until renewed

	Expired DBS
	Temporary suspension pending evidence

	False information
	Application review or removal

	Safeguarding concern
	Immediate review and potential suspension


[bookmark: _Toc237248931]Appeals Process
Where an application is declined or Verified status is suspended, coaches may submit an appeal supported by additional information or documentation. Appeals should normally be submitted within 14 calendar days of the decision.
[bookmark: _Toc237248932]Quality Assurance
Verification procedures will be reviewed periodically to ensure they remain consistent, proportionate and aligned with the Company's governance principles. Lessons learned from complaints, audits and legislative changes will inform future improvements.
[bookmark: _Toc237248933]Chapter Summary
Chapter 2 establishes the standards for coach eligibility, verification and ongoing compliance. These requirements form the foundation of the My Sports Coach Trust Standard and ensure every verified coach has met the same transparent onboarding requirements.
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Chapter 3 – My Sports Coach Trust Standard
[bookmark: _Toc237248934]Introduction
The My Sports Coach Trust Standard is the cornerstone of the platform. It provides a consistent framework that helps athletes, parents and organisations recognise that every verified coach has met transparent onboarding requirements.
[bookmark: _Toc237248935]Purpose
The Trust Standard aims to build confidence in the platform by applying the same verification, safeguarding and professional expectations to every coach.
[bookmark: _Toc237248936]Core Principles
Transparency in verification.
Consistency for every coach.
Participant welfare first.
Professional accountability.
Continuous compliance and improvement.
[bookmark: _Toc237248937]What the Trust Standard Means
	Audience
	Meaning

	Clients
	Confidence that required checks have been completed.

	Coaches
	Clear expectations and a recognised standard.

	My Sports Coach
	A consistent governance framework.


[bookmark: _Toc237248938]Governance Note
The Trust Standard supports informed decision-making but does not guarantee future performance. Coaches remain individually responsible for the services they provide.


[bookmark: _Toc237248939]Maintaining the Trust Standard
Achieving the Trust Standard is only the beginning. Coaches are expected to maintain the required standards throughout their membership of My Sports Coach. Continued compliance helps protect participants and reinforces confidence in the platform.
[bookmark: _Toc237248940]Ongoing Requirements
Maintain valid public liability insurance.
Keep DBS status current where required.
Notify My Sports Coach of significant professional changes.
Continue to comply with the Coach Code of Conduct.
Respond promptly to reasonable compliance requests.
[bookmark: _Toc237248941]Compliance Monitoring
	Monitoring Activity
	Purpose

	Document reviews
	Confirm evidence remains valid.

	Random verification audits
	Maintain consistency and integrity.

	Complaint reviews
	Identify potential standards concerns.

	Safeguarding investigations
	Protect participants where concerns arise.


[bookmark: _Toc237248942]Benefits of the Trust Standard
Greater confidence for parents and participants.
A transparent benchmark for coach verification.
Recognition of professional standards.
A safer and more trusted coaching marketplace.
[bookmark: _Toc237248943]Governance Principle
Trust is strengthened through consistent actions rather than one-off checks. The Trust Standard should be reviewed, monitored and continually improved as My Sports Coach grows.
Suspension or Withdrawal of the Trust Standard
The Trust Standard may be suspended or withdrawn where a coach no longer meets the platform's verification requirements or commits a serious breach of the Coach Agreement or Governance Manual.
	Situation
	Typical Response

	Expired verification documents
	Temporary suspension pending renewal

	Failure to cooperate with verification
	Temporary suspension

	False or misleading information
	Investigation and possible removal

	Serious safeguarding concern
	Immediate suspension while investigated

	Serious breach of platform policies
	Review and potential permanent removal


[bookmark: _Toc237248944]Restoration of Verified Status
Where a temporary suspension relates to missing or expired documentation, verified status may be restored once all outstanding requirements have been satisfied and reviewed by My Sports Coach.
[bookmark: _Toc237248945]Governance Oversight
The Company Director is responsible for ensuring the Trust Standard remains fair, transparent and proportionate. The standard will be reviewed following legislative changes, significant incidents and operational learning.
[bookmark: _Toc237248946]Chapter Summary
The My Sports Coach Trust Standard establishes a consistent benchmark for coach verification, ongoing compliance and participant confidence. It underpins the platform's vision of becoming the UK's most trusted sports coaching marketplace.
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Chapter 4 – Coach Code of Conduct

Introduction
The Coach Code of Conduct defines the professional and ethical standards expected of every coach using My Sports Coach. Adherence to this Code is a condition of maintaining verified status.
[bookmark: _Toc237248947]Purpose
The Code promotes safe, respectful and professional coaching while protecting participants, coaches and the reputation of My Sports Coach.
[bookmark: _Toc237248948]Professional Standards
Act honestly, fairly and with integrity.
Coach only within recognised qualifications and competence.
Arrive prepared and punctually for sessions.
Maintain accurate profile information.
Respect the rules and values of sport.
[bookmark: _Toc237248949]Professional Behaviour
	Expected Behaviour
	Standard

	Communication
	Respectful, timely and professional.

	Appearance
	Present a professional image suitable for the coaching environment.

	Confidentiality
	Protect personal information and privacy.

	Reliability
	Honour confirmed bookings or provide reasonable notice where unavoidable.


[bookmark: _Toc237248950]Governance Principle
Professional behaviour builds trust. Every interaction should reflect the values of My Sports Coach and contribute positively to the experience of athletes, families and the wider sporting community.



[bookmark: _Toc237248951]Safeguarding Responsibilities
Every coach must place the welfare of children and adults at risk above sporting outcomes. Professional judgement should always favour participant safety.
Maintain appropriate professional boundaries.
Never tolerate abuse, bullying or discrimination.
Report safeguarding concerns without unnecessary delay.
Comply with safeguarding legislation and My Sports Coach policies.
[bookmark: _Toc237248952]Equality, Diversity & Inclusion
My Sports Coach is committed to inclusive coaching. Coaches are expected to create welcoming environments and must not unlawfully discriminate.
	Expectation
	Requirement

	Respect
	Treat every participant with dignity.

	Inclusion
	Make reasonable adjustments where appropriate.

	Language
	Use respectful and inclusive language.

	Fairness
	Provide equal opportunities consistent with the session.


[bookmark: _Toc237248953]Professional Boundaries
Coaches should maintain clear professional relationships with participants and avoid conduct that could undermine trust or create conflicts of interest.
[bookmark: _Toc237248954]Communication Standards
Communicate politely and professionally.
Respond to booking enquiries promptly.
Avoid offensive, abusive or discriminatory language.
Protect confidential information in all communications.
[bookmark: _Toc237248955]Social Media & Public Conduct
Coaches should use social media responsibly and avoid content that could undermine public confidence in themselves, participants or My Sports Coach.
Do not publish confidential participant information.
Avoid discriminatory, abusive or offensive content.
Do not make misleading claims about qualifications or experience.
Respect copyright and intellectual property.

[bookmark: _Toc237248956]Conflicts of Interest
Coaches should disclose any actual or potential conflicts of interest that could affect professional judgement or participant confidence.
	Example
	Expected Action

	Family relationship with participant
	Manage openly and professionally.

	Commercial partnership
	Declare where relevant.

	Personal relationship affecting impartiality
	Disclose and avoid inappropriate influence.


[bookmark: _Toc237248957]Breaches of the Code
Breaches will be assessed according to seriousness, available evidence and potential risk to participants or the platform.
Informal guidance or education.
Formal written warning.
Temporary suspension.
Removal of Verified status.
Permanent removal from the platform where justified.
[bookmark: _Toc237248958]Chapter Summary
The Coach Code of Conduct establishes the professional behaviours expected of every coach using My Sports Coach. It supports a safe, respectful and trusted coaching environment and complements the Trust Standard.
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Chapter 5 – Bookings, Payments & Marketplace Rules

Introduction
This chapter explains how My Sports Coach facilitates bookings between clients and independent coaches. It establishes clear expectations for bookings, payments and the respective responsibilities of all parties.
[bookmark: _Toc237248959]Purpose
To ensure every booking is managed in a fair, transparent and consistent manner, giving confidence to clients while supporting coaches to deliver professional services.
[bookmark: _Toc237248960]Marketplace Model
My Sports Coach operates as an online marketplace. Coaches remain independent professionals who are responsible for the coaching services they provide. The platform facilitates discovery, bookings, payments and communication but is not the employer of coaches.
[bookmark: _Toc237248961]Booking Journey
Client searches for a suitable verified coach.
Coach profile is reviewed and a booking request is made.
Payment is completed through the platform.
Booking confirmation is issued to both parties.
The coaching session takes place.
The client may leave a review following completion.
[bookmark: _Toc237248962]Responsibilities
	Party
	Primary Responsibility
	Examples

	My Sports Coach
	Operate the platform
	Bookings, messaging, verification, payment processing

	Coach
	Deliver coaching services
	Professional conduct, attendance, communication

	Client
	Provide accurate information
	Timely payment, attendance and respectful behaviour


[bookmark: _Toc237248963]Governance Principle
A successful marketplace depends upon clear responsibilities, transparent processes and trust between every participant.
[bookmark: _Toc237248964]Payment Processing
All payments for bookings should be processed through the My Sports Coach platform wherever possible. Using the platform provides a secure payment record, supports dispute resolution and helps protect both coaches and clients.
[bookmark: _Toc237248965]Coach Payments
Payments will be released in accordance with the Coach Agreement.
Coaches are responsible for their own tax and National Insurance obligations.
Payment statements will be available through the coach dashboard.
Any platform fees will be clearly communicated before payment.
[bookmark: _Toc237248966]Cancellation Policy
	Cancellation Scenario
	Standard Outcome

	Client cancels more than 24 hours before the session
	Full refund.

	Client cancels within 24 hours
	No refund unless required by law or agreed by the coach.

	Coach cancels
	Client offered a full refund or the option to rebook.

	Session cancelled due to exceptional circumstances
	Reviewed individually in accordance with Company policies.


[bookmark: _Toc237248967]Refund Principles
Refund decisions should be fair, transparent and consistent. My Sports Coach will consider the booking records, communication between the parties and the published policies before determining whether a refund is appropriate.
[bookmark: _Toc237248968]Financial Responsibilities
Coaches are responsible for maintaining accurate financial records and complying with all applicable tax obligations. My Sports Coach facilitates payments but does not act as the employer of coaches.






Booking Disputes
Where a disagreement arises between a coach and a client, My Sports Coach will act as a neutral platform facilitator. The Company will review available evidence, including booking records, messages exchanged through the platform and any supporting documentation before making a decision under the published policies.
[bookmark: _Toc237248969]Customer Support
Respond to enquiries in a timely and professional manner.
Keep both parties informed during dispute resolution.
Maintain accurate records of support requests.
Escalate safeguarding concerns immediately.
[bookmark: _Toc237248970]Marketplace Integrity
	Expectation
	Purpose

	Accurate coach profiles
	Enable informed booking decisions.

	Secure payment processing
	Protect clients and coaches.

	Transparent reviews
	Support trust across the platform.

	Fair dispute resolution
	Promote confidence in the marketplace.


[bookmark: _Toc237248971]Governance Principle
The marketplace succeeds when every participant understands their responsibilities and can have confidence that bookings, payments and disputes are managed fairly and consistently.
[bookmark: _Toc237248972]Chapter Summary
This chapter establishes the operational framework for bookings, payments, cancellations and dispute resolution. Together with the Governance Charter and Trust Standard, it forms the commercial foundation of the My Sports Coach platform.
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Chapter 6 – Safeguarding & Participant Welfare

Introduction
Safeguarding is a core principle of My Sports Coach. Every participant has the right to enjoy sport in an environment that is safe, inclusive and free from abuse, neglect, exploitation or discrimination.
[bookmark: _Toc237248973]Purpose
This chapter establishes the safeguarding responsibilities expected of coaches using the platform and explains how concerns should be recognised, reported and managed.
[bookmark: _Toc237248974]Safeguarding Principles
The welfare of the participant is paramount.
All safeguarding concerns should be taken seriously.
Every coach shares responsibility for protecting participants.
Concerns should be reported promptly using the appropriate procedures.
Safeguarding decisions should always prioritise participant safety.
[bookmark: _Toc237248975]Who This Applies To
	Group
	Application

	Verified Coaches
	Required to comply with all safeguarding expectations.

	Clients
	Expected to report safeguarding concerns where appropriate.

	My Sports Coach
	Responsible for maintaining safeguarding policies and responding appropriately.


[bookmark: _Toc237248976]Governance Principle
Safeguarding is everyone's responsibility. Every decision should prioritise the safety, wellbeing and dignity of participants above all other considerations.
[bookmark: _Toc237248977]Preview
Pack 2 expands recognising concerns, reporting procedures, confidentiality and safeguarding responsibilities.
[bookmark: _Toc237248978]Recognising Safeguarding Concerns
Safeguarding concerns may arise from something a participant says, an observed injury, a change in behaviour, or information received from another person. Coaches should remain vigilant and respond appropriately rather than attempting to investigate concerns themselves.
Listen carefully without making promises of confidentiality.
Record factual information as soon as possible.
Avoid asking leading questions.
Report concerns through the appropriate safeguarding process.
[bookmark: _Toc237248979]Reporting Procedure
Ensure the participant is safe.
Record the concern factually.
Report the concern to the appropriate safeguarding contact or authority where required.
Inform My Sports Coach where appropriate.
Maintain confidentiality throughout the process.
[bookmark: _Toc237248980]Confidentiality
Safeguarding information should only be shared with individuals who have a legitimate need to know. Information must be handled sensitively and in accordance with applicable data protection requirements.
[bookmark: _Toc237248981]Coach Responsibilities
	Responsibility
	Expectation

	Awareness
	Remain alert to safeguarding concerns.

	Action
	Report concerns without unnecessary delay.

	Professionalism
	Follow safeguarding procedures at all times.

	Confidentiality
	Share information only when appropriate.


[bookmark: _Toc237248982]Responding to Allegations
Any allegation relating to abuse, neglect or inappropriate conduct must be taken seriously. Coaches should prioritise the immediate safety of the participant, avoid investigating the matter themselves and follow the appropriate safeguarding reporting procedures.
[bookmark: _Toc237248983]Temporary Suspension
Where there is a credible safeguarding concern, My Sports Coach may temporarily suspend a coach's verified status or access to the platform while the matter is reviewed. Suspension is a neutral protective measure and does not imply guilt.

[bookmark: _Toc237248984]Safeguarding Records
	Record
	Purpose

	Incident Report
	Document factual details of the concern.

	Actions Taken
	Record immediate safeguarding actions.

	Communications
	Maintain an audit trail of key correspondence.

	Outcome
	Record decisions and any follow-up actions.


[bookmark: _Toc237248985]Learning & Continuous Improvement
Safeguarding incidents should be reviewed to identify lessons learned and opportunities to strengthen policies, procedures and coach education. Continuous improvement is a fundamental element of the My Sports Coach safeguarding framework.
[bookmark: _Toc237248986]Chapter Summary
Safeguarding is central to the values of My Sports Coach. Every coach, client and member of the Company shares responsibility for creating a safe environment in which participants can enjoy sport with confidence.
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Chapter 7 – Reviews, Feedback & Platform Reputation

Introduction
Reviews and feedback help maintain transparency across the My Sports Coach marketplace. Genuine feedback enables clients to make informed decisions while recognising coaches who consistently provide high-quality coaching experiences.
[bookmark: _Toc237248987]Purpose
This chapter establishes a fair, balanced and transparent review system that supports continuous improvement and protects the integrity of the platform.
[bookmark: _Toc237248988]Principles of the Review System
Reviews should be based on genuine booking experiences.
Feedback should be honest, respectful and relevant.
Both positive and constructive feedback are valuable.
The platform will take reasonable steps to prevent misuse of the review system.
[bookmark: _Toc237248989]Who Can Leave a Review?
	User
	Eligibility

	Verified client
	May review completed bookings.

	Coach
	May not review their own profile.

	Unverified user
	Cannot submit reviews.


[bookmark: _Toc237248990]Governance Principle
A trusted review system depends on authenticity, fairness and transparency. Reviews should help users make informed choices while encouraging coaches to maintain high professional standards.
[bookmark: _Toc237248991]Review Moderation
My Sports Coach reserves the right to moderate reviews to ensure they remain genuine, relevant and compliant with platform policies. Moderation aims to protect the integrity of the review system without suppressing honest feedback.
[bookmark: _Toc237248992]Coach Responses
Verified coaches may respond to reviews in a professional and respectful manner. Responses should address the feedback constructively and must never disclose confidential or personal information.
[bookmark: _Toc237248993]Prohibited Review Content
False or misleading statements.
Abusive, threatening or discriminatory language.
Personal information about another individual.
Advertising or promotional content.
Reviews relating to bookings that did not occur through the platform.
[bookmark: _Toc237248994]Quality Assurance
	Quality Measure
	Purpose

	Verified bookings only
	Improve authenticity.

	Review monitoring
	Identify misuse or suspicious activity.

	Reporting function
	Allow inappropriate reviews to be flagged.

	Periodic audits
	Maintain confidence in the review system.


[bookmark: _Toc237248995]Governance Principle
Constructive feedback strengthens the marketplace by recognising excellent coaching, encouraging continuous improvement and helping clients make informed decisions.
[bookmark: _Toc237248996]Review Disputes
Where a review is disputed, My Sports Coach will assess the available evidence, including booking records, communications and the content of the review. The aim is to determine whether the review complies with the platform's published standards while preserving genuine customer feedback.
[bookmark: _Toc237248997]Fraudulent Reviews
Fraudulent or manipulated reviews undermine trust in the marketplace and will not be tolerated.
Submitting reviews for bookings that did not take place.
Posting reviews under false identities.
Offering incentives for misleading reviews.
Attempting to artificially improve or damage a coach's reputation.
[bookmark: _Toc237248998]Enforcement Measures
	Issue
	Possible Action

	Minor breach
	Review removed and guidance issued.

	Repeated misuse
	Temporary suspension of review privileges.

	Serious or fraudulent activity
	Account suspension or permanent removal.


[bookmark: _Toc237248999]Chapter Summary
An effective review system helps clients make informed decisions, rewards excellent coaching and encourages continuous improvement across the platform. Trust depends upon reviews being genuine, respectful and transparent.
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Chapter 8 – Complaints, Disputes & Resolution

Introduction
My Sports Coach is committed to resolving complaints and disputes fairly, consistently and transparently. An effective complaints process protects clients, supports coaches and helps the Company improve its services.
[bookmark: _Toc237249000]Purpose
This chapter establishes the framework for receiving, investigating and resolving complaints while ensuring that all parties are treated with respect and impartiality.
[bookmark: _Toc237249001]Guiding Principles
Every complaint will be considered on its own merits.
All parties will be treated fairly and respectfully.
Decisions will be based on available evidence.
Complaints should be handled without unnecessary delay.
Lessons learned should inform future improvements.
[bookmark: _Toc237249002]Types of Complaints
	Category
	Examples

	Coaching Service
	Quality of coaching, professionalism, attendance.

	Bookings & Payments
	Refunds, cancellations, payment issues.

	Platform Services
	Technical issues or customer support.

	Safeguarding
	Concerns relating to participant welfare.


[bookmark: _Toc237249003]Governance Principle
Complaints should be viewed as opportunities to resolve issues fairly, strengthen trust and continuously improve the platform.




[bookmark: _Toc237249004]Complaint Investigation Process
Each complaint should be investigated in a fair, objective and proportionate manner. The purpose of the investigation is to establish the facts and determine an appropriate outcome.
Acknowledge receipt of the complaint.
Review the information provided.
Request additional evidence where necessary.
Provide the other party with an opportunity to respond, where appropriate.
Assess all available evidence.
Communicate the decision and reasons.
[bookmark: _Toc237249005]Evidence Gathering
Booking records.
Messages exchanged through the platform.
Supporting documents or photographs.
Statements provided by the parties involved.
Relevant platform records.
[bookmark: _Toc237249006]Communication Standards
	Standard
	Expectation

	Respect
	Communicate courteously at all times.

	Transparency
	Explain the process and likely timescales.

	Confidentiality
	Share information only where appropriate.

	Consistency
	Apply policies fairly across similar cases.


[bookmark: _Toc237249007]Decision Making
Decisions should be based on the balance of available evidence and the published policies of My Sports Coach. Where evidence is inconclusive, decisions should prioritise fairness, participant safety and the integrity of the platform.
[bookmark: _Toc237249008]Appeals
Where a party believes a complaint outcome is incorrect or significant new evidence becomes available, an appeal may be submitted for further review. Appeals should clearly explain the reasons for the request and include any additional supporting information.
[bookmark: _Toc237249009]Possible Complaint Outcomes
	Outcome
	Typical Action

	Complaint not upheld
	No further action required.

	Complaint partially upheld
	Guidance, mediation or corrective action.

	Complaint upheld
	Appropriate action under Company policies.

	Serious breach identified
	Suspension or removal from the platform where justified.


[bookmark: _Toc237249010]Learning & Continuous Improvement
Complaint trends should be reviewed periodically to identify recurring issues, improve guidance, strengthen platform processes and enhance the overall customer experience.
[bookmark: _Toc237249011]Governance Principle
A fair complaints process promotes accountability, protects trust and provides valuable opportunities for continuous improvement across the My Sports Coach platform.
[bookmark: _Toc237249012]Chapter Summary
This chapter establishes a transparent complaints framework that supports consistent decision-making, fair treatment and continuous learning.
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Chapter 9 – Risk Management & Business Continuity

Introduction
Effective risk management helps My Sports Coach identify, assess and respond to risks that may affect participants, coaches, the platform or the business. Managing risk supports safe growth and protects the Company's reputation.
[bookmark: _Toc237249013]Purpose
This chapter establishes a structured approach to identifying, recording and managing operational, financial, legal, safeguarding and reputational risks.
[bookmark: _Toc237249014]Risk Management Principles
Identify risks before they become incidents.
Assess the likelihood and potential impact of each risk.
Implement proportionate control measures.
Review risks regularly and after significant events.
Promote a culture of continuous improvement.
[bookmark: _Toc237249015]Key Risk Categories
	Category
	Examples

	Safeguarding
	Participant welfare concerns.

	Operational
	Platform outages or booking failures.

	Financial
	Payment disputes or fraud.

	Legal & Compliance
	Regulatory breaches.

	Reputational
	Negative publicity or loss of trust.


[bookmark: _Toc237249016]Governance Principle
Risk management should support informed decision-making and proactive action rather than reactive responses.

[bookmark: _Toc237249017]Risk Assessment Process
Risk assessment should be a continuous activity. Risks should be identified, assessed, recorded, treated and reviewed to ensure control measures remain effective as the business develops.
Identify the risk.
Assess likelihood and impact.
Determine existing controls.
Agree further mitigation where required.
Allocate responsibility.
Review the risk periodically.
[bookmark: _Toc237249018]Risk Register
	Risk
	Likelihood
	Impact
	Owner

	Safeguarding incident
	Medium
	High
	Company Director

	Platform outage
	Low
	High
	Technology Provider

	Payment fraud
	Low
	High
	Company Director

	Data breach
	Low
	High
	Company Director


[bookmark: _Toc237249019]Business Continuity
Business continuity planning helps ensure that essential services can continue following disruption. Plans should cover communication, technology, payment processing, customer support and recovery priorities.
[bookmark: _Toc237249020]Incident Management
Record significant incidents promptly.
Take immediate action to reduce harm.
Communicate with affected parties where appropriate.
Review lessons learned after resolution.
[bookmark: _Toc237249021]Crisis Management
Where a significant incident threatens the continuity of the platform or the safety of participants, My Sports Coach will activate appropriate response procedures. The priority is to protect people, maintain essential services where possible and communicate clearly with affected stakeholders.
[bookmark: _Toc237249022]Governance Oversight
The Company Director is responsible for maintaining the corporate risk register, reviewing emerging risks and ensuring that mitigation measures remain appropriate as the business grows.
[bookmark: _Toc237249023]Annual Risk Review
	Review Area
	Objective

	Safeguarding Risks
	Confirm controls remain effective.

	Operational Risks
	Review service continuity arrangements.

	Financial Risks
	Assess payment and fraud controls.

	Legal & Compliance
	Monitor legislative and regulatory changes.

	Reputational Risks
	Review complaints, reviews and public feedback.


[bookmark: _Toc237249024]Continuous Improvement
Risk management should evolve with the organisation. Lessons identified through incidents, audits, complaints and annual reviews should be incorporated into policies, training and operational procedures.
[bookmark: _Toc237249025]Chapter Summary
Effective risk management enables My Sports Coach to make informed decisions, protect participants, support sustainable growth and maintain trust in the platform.
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Chapter 10 – Data Protection & Information Governance

Introduction
My Sports Coach is committed to protecting personal information and handling data lawfully, fairly and transparently. Good information governance helps build trust with coaches, clients and partners.
[bookmark: _Toc237249026]Purpose
This chapter establishes the principles for collecting, using, storing and protecting personal information processed through the platform.
[bookmark: _Toc237249027]Core Principles
Process personal data lawfully and transparently.
Collect only information necessary for legitimate purposes.
Keep information accurate and up to date.
Protect data with appropriate technical and organisational measures.
Retain information only for as long as necessary.
[bookmark: _Toc237249028]Information Categories
	Category
	Examples

	Identity
	Name, address, date of birth

	Contact
	Email address, telephone number

	Booking
	Session history and payments

	Verification
	DBS, qualifications, insurance

	Technical
	Login and platform usage data


[bookmark: _Toc237249029]Governance Principle
Personal information should be handled with respect, protected appropriately and accessed only by authorised individuals for legitimate business purposes.




[bookmark: _Toc237249030]Information Security
My Sports Coach should implement appropriate technical and organisational measures to protect personal information against unauthorised access, loss, disclosure or alteration.
Use strong passwords and multi-factor authentication where available.
Restrict access to authorised personnel only.
Maintain secure backups of essential business information.
Keep software and systems up to date.
[bookmark: _Toc237249031]Retention of Information
Personal information should be retained only for as long as necessary to fulfil legal, contractual and operational requirements. Information should then be securely deleted or anonymised.
[bookmark: _Toc237249032]Individual Rights
	Right
	Description

	Access
	Request a copy of personal information held.

	Rectification
	Correct inaccurate personal information.

	Erasure
	Request deletion where applicable.

	Restriction
	Limit certain types of processing.

	Data Portability
	Receive personal data in a portable format.


[bookmark: _Toc237249033]Personal Data Breaches
Actual or suspected personal data breaches should be reported immediately. Incidents should be recorded, investigated and managed in accordance with applicable legal obligations and Company procedures.

Governance Responsibilities
The Company Director is responsible for overseeing information governance, ensuring personal information is handled appropriately and reviewing compliance arrangements on a regular basis.
[bookmark: _Toc237249034]Compliance Monitoring
Review access permissions periodically.
Maintain records of processing activities where required.
Review third-party providers handling personal information.
Monitor compliance with Company policies and applicable legislation.

[bookmark: _Toc237249035]Annual Information Governance Review
	Review Area
	Objective

	Security Controls
	Confirm safeguards remain effective.

	Retention
	Delete or archive information appropriately.

	Policies
	Update documentation where required.

	Training
	Identify learning needs.


[bookmark: _Toc237249036]Continuous Improvement
Information governance should evolve alongside the platform. Lessons from audits, incidents and legal developments should be reflected in policies, procedures and staff awareness.
[bookmark: _Toc237249037]Chapter Summary
This chapter establishes the principles for protecting personal information, maintaining information security and complying with data protection responsibilities across My Sports Coach.
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Chapter 11 – Professional Recognition Programme

Introduction
The Professional Recognition Programme has been developed to encourage continuous professional development, celebrate excellence and recognise coaches who consistently demonstrate high standards of professionalism on the My Sports Coach platform.
[bookmark: _Toc237249038]Purpose
The programme aims to reward commitment to learning, participant welfare and quality coaching while providing clients with additional confidence when selecting a coach.
[bookmark: _Toc237249039]Programme Objectives
Encourage continuous professional development (CPD).
Recognise outstanding coaching practice.
Promote lifelong learning.
Support coach retention and engagement.
Strengthen trust in the My Sports Coach brand.
[bookmark: _Toc237249040]Recognition Levels
	Level
	Example Criteria

	Verified Coach
	Successfully completed platform verification.

	Advanced Coach
	Additional qualifications and positive reviews.

	Elite Coach
	Outstanding experience, CPD and sustained excellence.


[bookmark: _Toc237249041]Governance Principle
Recognition should be based upon transparent, objective and consistently applied criteria.
[bookmark: _Toc237249042]Eligibility for Recognition
Recognition should be awarded using transparent, objective criteria. Coaches must maintain their verified status and continue to demonstrate professionalism, compliance and a commitment to ongoing development.
[bookmark: _Toc237249043]Assessment Criteria
Completion of relevant continuing professional development (CPD).
Positive client feedback and reviews.
Evidence of coaching qualifications and experience.
Compliance with platform policies and the Coach Code of Conduct.
Commitment to safeguarding and participant welfare.
[bookmark: _Toc237249044]Evidence Requirements
	Evidence
	Purpose

	CPD certificates
	Demonstrate ongoing learning.

	Coaching qualifications
	Evidence of professional competence.

	Client reviews
	Support quality and consistency.

	Insurance & DBS
	Confirm continued compliance.


[bookmark: _Toc237249045]Maintaining Recognition
Recognition is intended to reflect current standards. Coaches should continue to meet the published criteria and may be asked to provide updated evidence during periodic reviews.
[bookmark: _Toc237249046]Governance Principle
Professional recognition should encourage improvement, reward excellence and remain fair, consistent and evidence-based.
[bookmark: _Toc237249047]Review & Renewal
Professional Recognition should be reviewed periodically to ensure that recognised coaches continue to meet the published standards. Renewal may require updated evidence of qualifications, CPD and compliance.
[bookmark: _Toc237249048]Withdrawal of Recognition
Recognition may be withdrawn where a coach no longer satisfies the published criteria or commits a serious breach of the Coach Agreement, Code of Conduct or Governance Manual.
	Reason
	Typical Action

	Expired compliance documents
	Recognition suspended until resolved

	Serious conduct breach
	Recognition removed

	Failure to maintain CPD
	Recognition reviewed

	False or misleading information
	Recognition withdrawn


[bookmark: _Toc237249049]Appeals
Coaches may request a review of recognition decisions by submitting additional evidence or explaining why they believe the original decision should be reconsidered.
[bookmark: _Toc237249050]Chapter Summary
The Professional Recognition Programme promotes excellence, rewards continued development and provides clients with greater confidence when selecting a coach through My Sports Coach.
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Chapter 12 – Policy Governance & Continuous Improvement

Introduction
Strong governance depends on policies that remain current, practical and consistently applied. This chapter explains how My Sports Coach creates, approves, reviews and improves its governance documentation.
[bookmark: _Toc237249051]Purpose
To establish a structured policy lifecycle that supports compliance, accountability and continuous improvement as the business grows.
[bookmark: _Toc237249052]Policy Lifecycle
Identify the need for a new or revised policy.
Draft the policy using the approved document standard.
Review for operational, legal and governance suitability.
Approve the policy before publication.
Communicate changes to relevant users.
Review policies on a planned basis or following significant events.
[bookmark: _Toc237249053]Document Control
	Control
	Purpose

	Version Number
	Track document revisions.

	Approval Date
	Record when policy became effective.

	Review Date
	Schedule future review.

	Document Owner
	Identify responsibility for maintenance.


[bookmark: _Toc237249054]Governance Principle
Policies should be clear, accessible, regularly reviewed and consistently applied across the My Sports Coach platform.
[bookmark: _Toc237249055]Version Control
Every controlled document should carry a unique version number, approval date, review date and document owner. Previous versions should be archived to maintain an audit trail.
[bookmark: _Toc237249056]Change Management
Identify the need for change.
Assess operational, legal and governance impacts.
Approve changes before publication.
Communicate updates to coaches and users where relevant.
Replace superseded versions and archive them.
[bookmark: _Toc237249057]Governance Reviews
	Review Activity
	Purpose

	Annual policy review
	Confirm policies remain current.

	Post-incident review
	Capture lessons learned.

	Legislative review
	Respond to legal or regulatory change.

	User feedback
	Improve clarity and usability.


[bookmark: _Toc237249058]Continuous Improvement
Policies should evolve through evidence, stakeholder feedback, operational experience and periodic governance reviews. Improvements should be documented and incorporated into future versions.
[bookmark: _Toc237249059]Governance Principle
Effective governance is achieved through consistent review, documented improvements and clear accountability for every policy.
Policy Approval
All governance documents should be formally approved before publication. Approval confirms that the document has been reviewed for operational suitability, legal compliance and alignment with the objectives of My Sports Coach.
[bookmark: _Toc237249060]Governance Ownership
	Role
	Responsibility

	Company Director
	Overall ownership of governance framework.

	Policy Owner
	Drafting, maintenance and scheduled reviews.

	Coaches
	Comply with published policies and report issues.

	Platform Users
	Follow applicable platform rules and standards.


[bookmark: _Toc237249061]Publication & Communication
Current versions of governance documents should be made available through the platform or other designated communication channels. Superseded versions should be archived and clearly marked as obsolete.
[bookmark: _Toc237249062]Final Chapter Summary
This chapter establishes the lifecycle for governance documentation, ensuring policies remain accurate, accessible and continuously improved through structured review, approval and version control.
[bookmark: _Toc237249063]Conclusion to Book 1
Book 1 – Governance & Operations Manual provides the governance framework for My Sports Coach. Together with the accompanying agreements, policies and operational procedures, it supports a safe, trusted and professionally managed coaching marketplace.
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End of Governance & Operations Manual
Thank you for taking the time to read these Governance & Operations Manual.
Your continued use of the My Sports Coach platform helps support a community built on professionalism, transparency, respect and a shared commitment to high-quality sports coaching.
— End of Main Document —
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