SPORTS/

Complaints Policy

Sports7 (trading as Planet Soccer) is committed to providing high-quality coaching and services.
We welcome feedback and take all complaints seriously. Complaints will be dealt with fairly,
consistently, confidentially and without prejudice. We aim to resolve concerns promptly and use
complaints as an opportunity to improve our services

Sports7 Ltd trading as Planet Soccer is not Ofsted registered.

At Sports7 (trading as Planet Soccer) we aim to work in partnership with parents, carers, schools
and children to deliver high-quality sports coaching. If we fall short of these expectations, we
encourage concerns to be raised so that matters can be addressed fairly and improvements can
be made where necessary.

Our complaints policy is displayed on our website. Records of all complaints are kept for at least
three years. A summary of complaints is available for parents on request.

This policy applies to complaints made by parents, carers, schools, pupils, members of the public
and any individual using our services.

The company Director Joe Sebo is usually responsible for dealing with complaints. If the complaint
is about the Director, another senior member of staff or an independent person appointed by the
company will investigate the matter. Any complaints received will be recorded on a Complaints log.
Any complaints made will be dealt with in the following manner:

Stage one
Complaints about aspects of Club activity:

* The manager will discuss the matter informally with the parent or carer concerned and aim to
reach a satisfactory resolution.

Complaints about an individual staff member:

» If appropriate the parent will be encouraged to discuss the matter with staff concerned.

» If the parent feels that this is not appropriate, the matter will be discussed with the manager,
who will then discuss the complaint with the staff member and try to reach a satisfactory
resolution.

Stage two

If the concerns have not been resolved at stage one within fifteen working days from the initial
meeting / discussion with the provision manager, you can request appointment with the company
director and/or a Stage 2 investigation to be carried out by company director as part of Stage 2 of
the Complaints Policy. The Complainant must submit a Stage 2 formal complaint in writing to the
Director within twenty working days from the initial meeting / discussion with the provision
manager. Please provide us with as much detail as you can to help us investigate the complaint
using the attached Complaint Form. The Director will:

* Acknowledge receipt of the letter within 7 days.

» Investigate the matter and notify the complainant of the outcome within 28 days.

» Send a full response in writing, to all relevant parties, including details of any recommended
changes to be made to the company’s practices or policies as a result of the complaint.



» Meet relevant parties to discuss the company’s response to the complaint, either together or
on an individual basis.

Stage Three

If the complainant remains dissatisfied following Stage 2, they may request that the complaint be
reviewed by an independent person appointed by the company.

The request must be made in writing within 10 working days of receiving the Stage 2 outcome.
The independent reviewer will consider:

o  Whether the complaints procedure was followed correctly.
e Whether the investigation was fair and reasonable.
o Whether the outcome was proportionate.

The decision at Stage 3 will be final.

If child protection issues are raised, the manager will refer the situation to the school’s
Designated Safeguarding Lead, who will then contact the Local Authority Designated Officer
(LADO) and follow the procedures of the Safeguarding Children Policy. If a criminal act may have
been committed, the manager will contact the police.

Any safeguarding concern identified during a complaints investigation will take priority over the
complaints process and will be dealt with in accordance with the company's Safeguarding and
Child Protection Policy.

Confidentiality

All complaints will be treated confidentially and information will only be shared with those who
need to know in order to investigate and resolve the complaint.

Complaint records will be stored securely in accordance with the company's GDPR and Data
Protection Policy.

Contacting Ofsted

Sports7 Ltd trading as Planet Soccer is not Ofsted registered. However, parents/carers may contact
Ofsted if they have concerns that they consider fall within Ofsted's responsibilities, including
concerns about whether childcare provision is operating in accordance with registration
requirements or an applicable exemption. Ofsted will determine whether the matter falls within
its remit.

Ofsted general enquiries: 0300 123 1231. Parents/carers may also use the current contact and
complaints information published by Ofsted on GOV.UK.

This policy will be reviewed at least annually and sooner if legislation, guidance, operational
requirements or learning from complaints changes.

Policy owner Director J Sebo
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Review frequency

At least annually, and sooner following a
significant incident or relevant change in
guidance/law

Next review

September 2027




