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1. Scope 

This is the formal procedure for dealing with complaints made to Loughborough Foxes Women’s and 

Girl’s Football Club (The Club).   

The Club is committed to ensuring all complaints are fully investigated and dealt with in the 

appropriate manner.  Complaints will be dealt with fairly, speedily and resolved as close to the point 

of origin as possible.  Those who have raised the complaint will be treated fairly at all times before, 

during and after the conclusion of the process.   

2. Type of complaint 

A complaint might relate to:  

 A child welfare/safe guarding concern 

 The behaviour of a member of The Club e.g. committee members, coaches, managers, players, 

parents and supporters 

 The administration and management of The Club 

 A specific incident/issue relating to a match, training session or other event organisied by The 

Club e.g. fund raising event 

This list is not exhaustive and there may be other reasons for making a complaint.  

 3. Responsibility 

The Club committee is responsible for managing all formal complaints.  Any complaint that is 

brought to their attention will be dealt with in accordance with this policy.  

4.  Stage 1: Receipt/Acknowledgement of your complaint 

A complaint can be made emailed to Loughboroughfoxesfc@gmail.com by including COMPLAINT in 

the title. 

You will receive an acknowledgement to your complaint within 5 days. 

5.  Stage 2: Informal Resolution 

In the first instance, attempts shall be made to resolve the matter informally through discussion or 

correspondence.  This will involve an appropriate member of The Club committee responding to any 

matters raised without unreasonable delay, and where necessary, providing explanations and 

answers to questions that have been raised.   

A record will be made detailing the nature of the complaint raised, The Club’s response, any action 

taken and the reason for that action.   

Please note that all attempts will be made to resolve the matter informally, before moving to the 

formal procedure.  
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 6. Stage 3: Formal Complaint 

If attempts to resolve the matter informally have not been successful, the complaint will progress to 

the formal complaint procedure.  A formal complaint must be set out in writing, by letter or email, 

explaining the details of the complaint.  This will help to clarify the issue and to avoid any possibility 

of misunderstanding or misinterpretation.   

The Club will attempt to respond to a complaint in writing within ten days.  In considering the 

complaint, The Club committee will: 

 Investigate the issues raised. 

 Where further details are needed, the complainant will be invited to provide the necessary 

information, or to attend a meeting at a mutually agreed venue to discuss matters. 

 The Club will respond in writing to the complainant with their decision.   

If it is not possible for The Club to respond within the timescales given, the complainant will be given 

an explanation of the reasons for the delay, and an estimated timescale for receiving a response. 

At all stages, any complaint will be dealt with in strict confidence.   

All parties must take all reasonable steps to provide the information needed and attend any meeting 

where required.  If a complainant fails to provide appropriate information, or to attend any meeting 

on a second occasion without good reason, The Club shall be entitled to continue with the process 

and make a decision based on the information available.  This decision will then be communicated to 

the complainant in writing.  

If the complainant remains dissatisfied with The Club’s response they should contact the 

Leicestershire & Rutland County FA. 

Records will be kept confidential, and The Club is committed to complying with privacy and data 

protection laws in accordance with The Club’s General Data Protection Policy.   


