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  1.  Policy Statement

At J&J Sports, we are committed to providing a high-quality, professional, and safe service to all children, families, schools, and partners. We welcome feedback and take all complaints seriously.
This policy outlines how to raise a concern or complaint and how it will be addressed fairly, confidentially, and in line with safeguarding best practice. It applies to complaints about staff conduct, service quality, or breaches of J&J Sports' rules and policies.

  2.  Our Principles

We are committed to the following values when handling complaints:
1. Right to complain — everyone has the right to raise a concern without fear of retaliation
1. Equality — all complaints are handled fairly regardless of age, gender, race, religion, disability, sexual orientation, or background
1. Fairness — complaints will be investigated thoroughly and impartially
1. Safety first — where concerns involve the safety or welfare of a child, these will be treated with urgency
1. Confidentiality — all complaints are kept confidential unless there is a safeguarding concern requiring external reporting

  3.  Making a Complaint

Informal Complaints
In many cases, complaints can be resolved quickly and informally. You can:
1. Speak to the coach on site during the session
1. Contact the Lead Coach or Session Manager
1. Speak directly with Joshua Warren, Director of J&J Sports
Formal Complaints
If your concern cannot be resolved informally, you may submit a formal complaint verbally or in writing to:

	Joshua Warren — Director, J&J Sports
Email:  jwarren-jandjsports@hotmail.com
Phone:  07511 655725
Address:  J&J Sports LTD, 89 Repton Road, Hartshorne, Swadlincote, Derbyshire, DE11 7AE



Anonymous Complaints
Anonymous complaints will be considered, but it may limit our ability to investigate fully. We encourage complainants to share as much detail as possible to support a fair investigation.

  4.  Investigation Process

1. You will receive an initial response within five working days
1. For urgent safeguarding matters, we will respond immediately
1. A designated manager will investigate by speaking with all parties, reviewing documentation, and keeping detailed written records

If the complaint involves safeguarding concerns, it may be shared with the school, local authority, Ofsted, or Police in line with our Safeguarding Policy.

  5.  Communication

1. You will be assigned a named point of contact at J&J Sports
1. We will provide regular updates every two weeks
1. If delays occur, we will inform you and explain the reason
1. Once resolved, you will be informed of the outcome, unless this would breach confidentiality

  6.  Outcomes of a Complaint

Complaints may lead to:
1. A change in arrangements or procedures
1. An apology or explanation
1. Staff training or improvement plans
1. Formal disciplinary action in line with company policies
1. Referral to external agencies if required (e.g. Social Services or Ofsted)
1. In some cases, closure with no further action if the complaint is unsubstantiated

  7.  Escalation & External Contacts

You may wish to contact an external organisation if you are not satisfied with our response, your complaint is very serious, or you require independent advice.

	Organisation
	Contact Details

	Ofsted
	0300 123 1231 — Piccadilly Gate, Store Street, Manchester, M1 2WD

	NSPCC Helpline
	0808 800 5000

	Childline (for children)
	0800 1111

	Local Authority Children's Services
	0116 305 0005 (Leicestershire)
01629 533190 (Derbyshire)
0300 111 8007 (Staffordshire)
0300 555 2866 (Walsall)
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