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Section 1. Complaints Handling Procedures

The following is a summary of UK Sports Institute’'s complaint procedure for Complaints
(excluding Data Protection complaints) and Data Protection complaints. Further detailed
information is provided in sections 2 and 3. below.

A.Complaints Handling Procedure ( excluding Data Protection
Complaints)
1. What is a Complaint?

Any expression of dissatisfaction about:
e Delaysinresponding
e Service standards
e Policies or procedures
e Staff attitude or treatment
2. How to Complain

¢ Email: complaints@uksportsinstitute.co.uk

Include:

e Your name and contact details

¢ What happened and why you're dissatisfied

e Anysupporting documents

e How you'd like it resolved
3. Time Limits

¢ Normally within 90 days of the issue (or discovery), but no later than 6 months.
4. What Happens Next

o Acknowledgment: Within 7 days

e Stage 1: Quick resolution within 10 working days

e Stage 2: Detailed investigation within 20 working days (or we'll update you if
longer)

5. If You're Still Unhappy
e Escalate to UKSI CEO within 3 months

e [f still unresolved, you may seek external review (e.g., Sport Integrity Service)

B. Data Protection Complaints Procedure
1. What is a Data Protection Complaint?

Any concern about:

e How we handle your personal data
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e Failure to respond to data rights requests
o Data breaches or misuse
2. How to Complain

¢ Email: dataprotection@uksportsinstitute.co.uk

e Include:

e Your name and contact details

e Details of the issue and dates

e Desired resolution
3. Timeframes

¢ Acknowledgment: \Within 30 days

¢ Investigation: Aim for full response within 3 months (updates provided if longer)
4. Outcome

e Written response with findings and actions
5. Escalation
If dissatisfied:

¢ Contact the Information Commissioner’s Office (ICO)
Website: https://www.ico.org.uk
Phone: 0303123 1113

6. Confidentiality & Records
e All complaints handled confidentially

e Logged for compliance and audit purposes
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Section 2 — Complaints (excluding Data Protection complaints)
UK Sports Institute is committed to providing high-quality customer service.

UK Sports Institute take complaints seriously and use information from them to help
us improve our services.

This procedure describes UK Sports Institute’s complaints procedure and how a
complaint can be made. It also sets out what a complainant can expect from UK Sports
Institute.

Guiding Principles
¢ We are committed to resolving complaints effectively and without undue delay.

e Wherever possible we will try to resolve complaints informally but if we can't we
provide a clear escalation route that is fair and impartial.

e |f we have got something wrong, we will apologise and take prompt action to put
the matter right. If we can resolve the complaint by clarifying our position or
explaining our decision-making process we will do so.

e  We will be open and honest and ensure that the complainant is not
disadvantaged in future dealings with us because of the complaint.

e  We will respect the complainant’s privacy and ensure that the complaint is treated
confidentially.

What is a complaint?

UK Sports Institute regard a complaint as any expression of dissatisfaction about our
action or lack of action, or about the standard of our service.

What complaints fall under this procedure?
UK Sports Institute can accept complaints under this procedure about things like:

e delays in responding to enquiries and requests

failure to provide a service

our standard of service

our policies

treatment by or attitude of a member of staff
e our failure to follow proper procedure.

A complaint may involve more than one service or be about someone working on our
behalf.

What can’t be dealt with under this procedure?

There are some things we can’t deal with through our complaints procedure. These

include:
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e any matter regarding information on funding of a sport or athlete.

e requests for compensation
If other procedures or rights of appeal can help resolve these issues, we will provide the
complainant with information and advice to help.
Who can complain?
Anyone can make a complaint to us, including the representative of someone who is
dissatisfied with our service.
How can a complaint be made?

A complaint can be made by phone, in writing or email to
complaints@uksportsinstitute.co.uk.

The complainant will need to provide:
e a full name and address;
e as much information as they can about the complaint;

e what has gone wrong, reasons for dissatisfaction and copies of any background
information;

¢ how they want us to resolve the matter.

Is there any time limit on making complaints?
Normally, a complaint must be made within 90 days of:

e the event complained about, or

e the complainant finding out that they have a reason to complain, but no longer
than 6 months after the event itself.

In exceptional circumstances, UK Sports Institute may be able to accept a complaint after
the time limit. In such circumstances the complaint should be referred to the UK Sports

Institute CEO (National Director) for a decision.

What happens when a complaint is made?

e |facomplaint is made, we will ask the complainant, or their representative, to
provide a name and contact details; we will only use this information for the
purposes of handling the complaint and will not disclose it to anyone else.

¢ We may need to contact other parties in order to properly investigate your
complaint. If the complainant does not wish us to, they must tell us although we
reserve the right to refer serious matters to relevant enforcement authorities at

any time.

e We will acknowledge a complaint within seven days and provide contact details
for the member of staff looking into the matter.

Our complaints procedure has two stages:
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We aim to resolve complaints quickly and close to where we provided the service. This
could mean an on-the-spot apology and explanation if something has clearly gone
wrong, and immediate action is required to resolve the problem.

Stage one - frontline resolution

We will give our decision at Stage 1in ten working days or less from the date of our
acknowledgement but if we need longer to consider your complaint we will explain why
and tell you when you can expect to receive a response.

If the complaint can't be resolved at this stage, we will explain why and tell the
complainant what to do next. We might suggest that they take their complaint to Stage
2.

Stage two - investigation

Stage 2 deals with two types of complaint: those that have not been resolved at Stage 1
and those that are complex and require detailed investigation.

When using Stage 2 we will:
e acknowledge receipt of the complaint within seven days

e where appropriate, discuss the complaint with the complainant to understand
why they remain dissatisfied and what outcome they are looking for

e give the complainant a full response to the complaint as soon as possible and
within 20 working days of our acknowledgement.

If our investigation will take longer than 20 working days, we will let the complainant
know. We will agree revised time limits with the complainant and keep them updated on
progress.

What if the complainant does not consider the matter resolved?

After we have fully investigated, if the complainant is still dissatisfied with our decision or
the way we dealt with the complaint, they can ask the UK Sports Institute CEO to look at
it.

The UK Sports Institute CEO ) cannot normally look at:
e a complaint that has not completed our complaints procedure

e a complaint that was investigated by UK Sports Institute more than 32 months
previously

e a matter that has been or is being considered through legal proceedings.

When a representative makes the complaint

At times, the complainant may be unable, or reluctant, to make a complaint themselves.
We accept complaints from the representative of a person who is dissatisfied with our
service. We can take complaints from a friend, relative, or an advocate, if they have
evidence that they have the consent of the complainant to complain for them.

Raising a concern through the sports integrity service
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athletes, athlete support staff and office holders for relevant complaints either in addition
or as an alternative to the channels set out in this policy. More details on this can be found
in the Rules of Procedure held on the Sports Resolutions website.

In line with this policy the UKSI also reserves the right to refer a matter to the Sport
Integrity service under the Rules of Procedure of that service.

In such circumstances all parties are required to cooperate with any investigation
conducted by Sport Integrity.

Raising a concern through the MyConcerns portal

In addition to the reporting concerns as outlined above all UKSI people can also use the
Reporting Concerns Portal which is confidential. If the matter reported on the portal is
not a safeguarding concern and should be more correctly dealt with under the
procedures of this policy it will be referred from the portal to the relevant complaint
handler under this policy.
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Section 3 — Data Protection Complaints
Data Protection Complaints

UK Sports Institute is committed to protecting personal data and complying with the UK
General Data Protection Regulation (UK GDPR), the Data Protection Act 2018, and the
Data Use and Access Act 2025. This section explains how individuals can raise concerns
about the handling of their personal data.

What is a Data Protection Complaint?
A data protection complaint is any expression of dissatisfaction relating to:
e How UKSI collects, uses, stores, or deletes personal data.

e Failure to respond to a data subject rights request (e.g., access, rectification,
erasure).

e Data breaches or unauthorized disclosure.
e Any other matter concerning compliance with data protection law.
How to Make a Data Protection Complaint
Complaints can be submitted:
e By email to dataprotection@uksportsinstitute.co.uk
Please include:
¢ Your name and contact details
o Details of the issue and relevant dates
e Any supporting evidence
¢ How you would like the matter resolved
Acknowledgment and Timescales
¢  We will acknowledge your complaint within 30 calendar days of receipt.

e We will investigate promptly and aim to provide a full response within three
months. If more time is needed, we will inform you and explain why.

Investigation and Outcome

e The Data Protection Officer will review the complaint and may contact you for
clarification.

e We will provide a written outcome, including any corrective actions taken.

Escalation

If you remain dissatisfied, you have the right to escalate your complaint to: Information
Commissioner’s Office (ICO)

Wycliffe House, Water Lane, Wilmslow, Cheshire SK9 5AF

Website: https://www.ico.org.uk

Telephone: 03031231113
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Confidentiality and Record-Keeping
e All complaints will be handled confidentially.

e We will maintain a log of data protection complaints, outcomes, and actions for
audit and compliance purposes.
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