

COACHING COMPLAINTS PROCESS
1 The preliminary stage - an informal approach
1.1 We advise parents/coaches/skaters to place great emphasis on this informal approach, to achieve a satisfactory resolution for all parties at the earliest opportunity. 

1.2 Parents/skaters/coaches should be encouraged to speak informally with the appropriate or designated member of staff within the rink as soon as they have a concern. The Ice rinks would suggest who this would be, usually the Rink manager. All rinks should also have an appropriate complaints procedure if the matter can be resolved without involving the Governing Body. 
1.3 If the concern is about the rink manager or the complainant(s) feels that relating the issue through the rink manager would have no effect, depending on the circumstances, parents/skaters/coaches may need to be advised to approach the Governing Body and the independent Complaints panel. 
1.4 Any complaints relating to Child Protection issues should be forwarded to the relevant Child protection Officer.

1.5 Most concerns are dealt with informally to everyone's satisfaction. But failing this, parents/skaters/coaches need to know what the next stages of the process are. 

2 Independent Complaints Panel
2.1 Complaints can only be made on behalf of or against current NISA members

2.2 Parents/skaters/coaches should be advised to write to the Coaching Administrator, giving details of the concern and enclosing any appropriate paperwork along with a deposit payment of £75. If the complaint is upheld the monies will be returned. If the complaint is not successful the deposit will not be returned to the complainant. 
2.3 The Coaching Administrator should respond to the parent/skater/coach in writing as soon as possible. Standard practice is to acknowledge the complaint or offer a full response within five days from receipt of the complaint.
2.4 If the complaint requires an in-depth investigation, the Coaching Administrator will need to acknowledge this and let the complainant know that a full response will take longer than usual. Standard practice is to investigate the complaint and prepare a response as soon as possible.


2.5 The complaint is then passed from the Coaching Administrator to the Independent Complaints Panel.
2.6 The panel will consist of three adults with no prior involvement in the matter and the chair should be designated before the meeting. The meeting should be held in an informal atmosphere but should follow a formal agenda. If there is any doubt about a panel members’ impartiality or whether they have a conflict of interest, a substitute member will be appointed as necessary.
2.7 Informal discussions between the complaints panel are key to resolving the complaint and agreeing a way forward. This should prevent any further escalation of the disagreement.  

2.8 The purpose of the Independent panel is to enable members of the panel to clarify facts and ascertain whether there are grounds for upholding the complaint. 

2.9 At each stage the complaints panel must make sure that they:
· Establish what has happened so far and who has been involved

· Clarify the nature of the complaint 

· Contact complainant if unsure or if further information is necessary

· Clarify what the complainant feels would put things right

· Talk to those involved in the matter and/or those complained of

· Approach matters with an open mind

· Keep records

2.10 Complaints are kept confidential and only those involved in investigating and making a decision are made aware of the nature of the complaint.

2.11 A general principle is that an accused person is entitled to know the substance of the accusation. However, there are cases where the complaints panel may decide to withhold information. (ie: where there is a need to protect the source, legal reasons, data protection acts)

2.12 Once an outcome is reached the complainant should be informed in writing of the panel's decision, preferably within two working days following the meeting. The letter should include:

· a summary of the issues 

· an outline of the main points of discussion 

· the reasons for the decision 

· Proposed actions or outcomes.

        2.13 The decision of the Appeal panel is final and all parties must agree to accept the Decision.
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