FRONT FOOT COACHING
COMPLAINTS, DISCIPLINE & CONCERNS PROCEDURE
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Purpose. Front Foot Coaching is committed to providing football and school-sport activities that are safe, inclusive, positive and enjoyable. This procedure explains how complaints, poor conduct, disciplinary matters and welfare/safeguarding concerns are dealt with across all Front Foot activities.
1. Scope
This procedure applies to all children, parents/carers, coaches, staff, volunteers, schools, visiting adults and other participants involved in Front Foot Coaching activities, including:
Weekly Group Sessions
FFC Teams – 
One-to-One and private small-group coaching (2-to-1, 3-to-1 and 4-to-1).
Holiday Camps, 
Football Parties and other privately booked football activities.
Front Foot Schools Programmes
2. Our Principles
The welfare and safety of children and adults at risk comes first.
Concerns will be taken seriously, dealt with promptly and recorded appropriately.
We distinguish safeguarding/welfare concerns from ordinary service or operational complaints.
Everyone will be treated fairly, respectfully and without discrimination.
Investigations will be proportionate, impartial and based on available evidence.
Where appropriate, confidentiality will be maintained, but confidentiality cannot be promised where information must be shared to protect someone or meet a legal/regulatory duty.
No person will be penalised for raising a genuine concern or complaint in good faith.
The FA Rules and Regulations take precedence where they apply, particularly to affiliated football and disciplinary matters.
3. What is a Complaint?
A complaint is an expression of dissatisfaction about the service, conduct, behaviour or administration of Front Foot Coaching. Examples include concerns about communication, session delivery, facilities, behaviour of a coach or participant, booking/service issues, or an alleged breach of a Front Foot policy or code of conduct.
Operational matters such as session arrangements, coaching decisions or service issues should normally be raised with Front Foot Coaching staff first.
Where a matter concerns a school, venue, league or other organisation, Front Foot may also need to follow or coordinate with that organisation's procedure.
Refereeing or match-official decisions are not normally changed through a Front Foot complaint; the relevant league/competition appeal or disciplinary process should be used.
4. How to Make a Complaint
Complaints should normally be made in writing to Front Foot Coaching at admin@frontfootcoaching2.co.uk. A parent/carer may complain on behalf of a child.
Where a complaint is made verbally, Front Foot may ask for it to be confirmed in writing so that the details are clear and accurately recorded.
Please provide the date, session/activity, people involved, what happened, any witnesses/evidence and the outcome you are seeking.
Complaints should be raised as soon as reasonably possible and, where practicable, within 30 days of the incident or becoming aware of it. A late complaint may still be considered where there is a good reason.
Front Foot will acknowledge the complaint, assess its nature and decide who should handle it. A person directly involved in the allegation should not lead the investigation where this can reasonably be avoided.
The complainant will receive an outcome once the matter has been investigated, subject to confidentiality and safeguarding requirements.
5. Complaints Process & Escalation
Stage 1 – Informal resolution: Where suitable, Front Foot will seek to resolve straightforward operational concerns through discussion, clarification or an agreed action.
Stage 2 – Formal complaint: If the matter is serious, unresolved or unsuitable for informal resolution, it will be investigated formally. Relevant records, messages, witness accounts and other evidence may be considered.
Outcome: The possible outcomes include no further action, clarification/apology, service improvement, coaching/support, a warning, a behaviour agreement, restriction from an activity, or disciplinary action where appropriate.
Review/appeal: If the complainant believes the procedure was not followed or significant new evidence is available, they may request a review in writing. The review should explain the grounds and normally be made within 14 days of the outcome.
External escalation: Where a matter falls within the remit of a County FA, league, venue, school or The FA, Front Foot will signpost or refer it as appropriate. The FA guidance expects many non-safeguarding complaints to be dealt with at the appropriate local level first.
6. Safeguarding & Welfare Concerns – Separate Procedure
A safeguarding concern is not treated as an ordinary complaint. If there is a concern that a child or adult at risk may be suffering, or may be at risk of, abuse, neglect, exploitation or other harm, it must be reported immediately through the safeguarding route.
If someone is in immediate danger, call 999 and request the appropriate emergency service.
Do not investigate the allegation yourself. Listen calmly, take the concern seriously, ask only necessary/open questions, do not promise secrecy, and do not make promises about the outcome.
Record what was seen, heard or disclosed as soon as possible, using the person's own words where practicable, with the date, time and names of those involved.
Report the concern immediately to Front Foot Coaching's Designated Safeguarding/Welfare Lead (or the nominated deputy). If they are unavailable, use the appropriate County FA/FA safeguarding route or statutory agency.
Safeguarding concerns relating to football can be referred to The FA safeguarding team. Where a child is at immediate risk, the police or local authority Children's Social Care should be contacted.
A safeguarding concern must never be delayed because someone is also making a complaint. Safeguarding takes priority.
7. Discipline & Poor Conduct
Front Foot expects children and adults to follow its codes of conduct, session rules, venue rules and reasonable instructions from coaches. Discipline is intended to be fair, proportionate and focused on safety, learning and positive behaviour.
Examples of poor conduct include repeated disruption, abusive or threatening language, bullying, discrimination, deliberate damage, unsafe behaviour, aggression, harassment, or refusal to follow reasonable safety instructions.
For children, coaches will use age-appropriate reminders, positive behaviour management and clear warnings before further action, unless the behaviour is serious or creates an immediate safety risk.
Possible actions include a verbal reminder, temporary removal from an activity, parent/carer discussion, behaviour plan, written warning, suspension from a session/activity, or termination of participation.
Serious allegations may require an immediate temporary suspension or other protective action while enquiries are completed. This is not, by itself, a finding of guilt.
Where an incident involves an affiliated FFC team, league or County FA rules, the relevant FA/league disciplinary process will also apply. Front Foot will cooperate with the relevant governing body.
Disciplinary decisions will take account of the circumstances, age, understanding and needs of the participant, previous behaviour, seriousness of the incident and any relevant evidence.
8. Concerns During Specific Front Foot Activities
Weekly Groups: Concerns about coaching, behaviour, inclusion, safety or interactions during Tuesday, Wednesday, Friday or Saturday sessions should be raised with the coach/Front Foot management team. Safeguarding concerns must follow the safeguarding route immediately. (See our website for DSL)
FFC Teams & Sunday Matchplay: Concerns may relate to training, selection, game time, coach conduct, parent/spectator behaviour, matchday conduct or league matters. Operational issues should be raised with Front Foot first; formal league/County FA disciplinary or appeal routes will be followed where applicable.
One-to-One & Private Small-Group Coaching: Because these sessions involve individual or small-group coaching, safeguarding boundaries are especially important. Sessions must be delivered professionally, with appropriate parent/carer communication and no inappropriate private contact. Any concern about a coach/player interaction must be reported immediately.
Holiday Camps: Front Foot will use registers, appropriate supervision, emergency arrangements and collection procedures. Any welfare concern must be escalated immediately.
Football Parties: The same conduct, safeguarding and safety standards apply to parties, whether held at a venue supplied by the parent/carer or another agreed location. The booking adult should raise operational complaints with Front Foot; safeguarding concerns must be reported immediately.
Schools Programme: For PE lessons, inclusion, SEND/SEMH support, targeted intervention, CPD/PPA and other school work, concerns should be raised with both the school's designated contact and Front Foot where appropriate. School safeguarding procedures and Front Foot's safeguarding procedure must work together; safeguarding takes priority over ordinary complaints.
9. Recording, Confidentiality & Data
Front Foot will keep appropriate records of complaints, concerns, investigations and disciplinary actions.
Records will be stored securely and only shared with people who need the information for safeguarding, investigation, legal, regulatory or operational reasons.
Personal information will be handled in line with applicable data protection requirements and Front Foot's privacy arrangements.
Where a concern is referred to a school, County FA, The FA, police, Children's Social Care or another authority, Front Foot will cooperate and provide relevant information as required.
10. Contact & Reporting Route
Front Foot Coaching Ltd
Operational complaints and general concerns: admin@frontfootcoaching2.co.uk
Telephone: 07825 678513
Website: frontfootcoaching2.co.uk
Safeguarding: report immediately to the Front Foot Designated Safeguarding/Welfare Lead or nominated deputy. If unavailable, use the relevant County FA/FA safeguarding route or statutory agency.
11. FA Alignment
This procedure is designed to reflect The Football Association's current safeguarding framework and grassroots approach: safeguarding concerns should be reported promptly; not every complaint is a safeguarding matter; ordinary operational complaints should normally be handled at the appropriate local level; and FA/County FA rules and regulations take precedence where they apply. Front Foot will review this procedure when relevant FA rules, guidance or safeguarding requirements change.
Policy owner: Front Foot Coaching Ltd  |  Approved: September 2026  |  Next review: September 2027
