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Purpose       
The Wee Coaching Company is committed to providing high-quality services to all our clients, including individual coaches, commissioned schools, charities, businesses, and those undertaking our coach training programs. However, we acknowledge that there may be occasions when clients are dissatisfied, and we have established this complaints process to address concerns fairly and efficiently.

Types of Complaints       
Complaints may be received from a variety of sources, including:
- Clients dissatisfied with coaching services
- Commissioning bodies (schools, charities, businesses)
- Individuals enrolled in coach training programs
- Internal complaints from employees, freelance coaches, or affiliates

This process applies to both internal and external complaints, ensuring all matters are addressed appropriately.

Complaint Submission       
Complaints can be submitted in the following ways:
-      Email: to support@theweecoachingcompany.com
-      Phone: 07793032818
-      In person : If appropriate, an initial verbal complaint can be made, but we request that the complaint be followed up in writing to ensure clarity and documentation.
All complaints should be directed to the company directors, Lorna Davies or Jac McGill. Anonymous complaints are not accepted; however, suggestions may be submitted anonymously.
Acknowledgment and Response       
We aim to acknowledge receipt of complaints within 5 business days of submission. Once a complaint has been acknowledged, we will work to resolve the issue within 4 weeks . During this time, we will provide regular updates to the complainant via email or telephone, keeping them informed of progress.

Investigation and Resolution       
Responsibility: All complaints will be investigated by the company directors, with both Lorna Davies and Jac McGill overseeing the process.  
-      Procedure: The investigation process will include:
  - Interviews with relevant parties
  - Collection of eye-witness statements, if applicable
  - Review of any supporting documentation (contracts, service records, training materials)
-      Outcome: Once the investigation is complete, we will discuss the findings with the complainant and work toward an appropriate resolution. Mediation or alternative dispute resolution may be offered to facilitate this process.
Escalation Process       
If the complainant is not satisfied with the outcome of the initial investigation, they may escalate the complaint. The other company director (not involved in the initial investigation) will handle escalated complaints and conduct an independent review of the case.
 Confidentiality       
We are committed to maintaining confidentiality throughout the complaints process. All complaints will be handled discreetly, fairly, and transparently. We uphold the principle of duty of candour, and when we are in the wrong, we will issue an apology and take steps to prevent future occurrences.  
However, confidentiality will be broken in the following cases:
- Safeguarding concerns (e.g., child protection)
- Legal obligations (e.g., reporting crimes or suicide risks)
Safeguarding Complaints       
If a complaint involves safeguarding concerns, we will follow our Safeguarding Policy. Safeguarding concerns will be escalated to the relevant statutory authorities, such as the police or a designated safeguarding lead at the school or organization involved.
Record Keeping       
All complaints will be documented and stored electronically in a secure, GDPR-compliant manner. Records will be maintained on a locked cloud-based system. We will retain complaint records for 3 3-month period for audit and quality assurance purposes.
The number and nature of complaints will be reviewed quarterly as part of our ongoing quality assurance process, and lessons learned will be used to improve our services.
Communication of the Process       
Our complaints process will be communicated to:
- Clients during onboarding
- Employees, coaches, and affiliates during their induction
- All stakeholders via our policy library and contracts

This process will be reviewed and updated as necessary to ensure it remains effective and in line with best practices.
Contact Information       
For any complaints or inquiries regarding this process, please contact:
Lorna Davies, Director       
lorna@theweecoachingcompany.com
07793032818

Jacqueline McGill, Director       
jac@theweecoachingcompany.com
07748338449


