Complaints Procedure

Sport Cheshire responds to many requests for information and assistance and provides a wide
range of services. From time to time errors are made.

We value the opinions and constructive criticisms of all our clients and stakeholders and we are
committed to providing a fast and effective response to complaints which will help identify and
correct problems.

We define complaints as expressions of dissatisfaction, either with the standard of our service or
with something that Sport Cheshire, or a member of our workforce, may or may not have done.
If you think we have not lived up to your expectations, we want to know.

Sport Cheshire is committed to providing a safe environment for all participants. If your concern
relates to the safety or welfare of a child, or the behaviour of a member of our workforce towards
a child, you should report this in line with our Safeguarding and Protecting Children Policy and
Procedures (details on 2" page of this document or available via www.cwsportspartnership.org)
by contacting the Sport Cheshire Child Protection Officer Paul Kendall on 01606 871812 or
paulk@sportcheshire.org

Stage 1

Parent / Participant has a grievance / complaint / concern

\

Resolve through discussion with Sport Cheshire Lead Coach or Sport Specific Officer

\

If dissatisfied proceed to Stage 2

Stage 2

Grievance in writing to Sport Cheshire Chief Executive Michelle Carney.
Forward to michellec@sportcheshire.org or
Sport Cheshire, Moss Farm Rec. Centre, Northwich, Cheshire, CW8 4BG

J

Within 3 working days you will receive written acknowledgement of the complaint
J

Within 15 working days you will receive written confirmation of the decision made
J

If dissatisfied proceed to Stage 3

Stage 3

Submit a written statement to the Sport Cheshire Chief Executive within 15 working days
specifying the grounds for referral

J
Within 15 working days you will be asked to attend a meeting with the Complaints Panel
J
Within 10 working days you will receive written confirmation of the decision made
J

If dissatisfied proceed to Stage 4

Stage 4

Submit written statement to the Management Board within 15 working days specifying the
grounds for referral

\

Within 3 working days you will receive written acknowledgement of the complaint

\

Within 10 working days you will receive a written report by an independent person appointed by
the Sport Cheshire Board of Directors investigating the complaint

\

This is the final level of appeal




Appendix 6.7 Reporting Concerns about the welfare of a child

Individual has concerns about
a child or the behaviour of a
member of staff towards a
child.

v

Refers concerns to the CP Officer Paul
Kendall on 01606 871812 and complete the
Incident Report Form
(located at www.cwsportspartnership.org or
requested from CP officer)

v

CP Officer determines
appropriate course of action.
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