
 

1. Purpose 

ESKA is committed to providing a professional, respectful, and fair service to its students, 
children and young people, adults, parents/carers, volunteers, instructors, and other people 
involved in the club. 

When something goes wrong, concerns need to be raised and handled properly. This policy sets 
out the process for raising, investigating, and resolving: 

• complaints;  

• grievances;  

• allegations of misconduct or poor practice;  

• safeguarding allegations;  

• low-level concerns about adults working with children;  

• and, where relevant, decisions about DBS barring referrals.  

It is intended to ensure that all concerns are addressed fairly, transparently, proportionately, 
and in line with safeguarding principles where relevant.  

ESKA aims to: 

• resolve concerns promptly and fairly;  

• distinguish clearly between general complaints, grievances, low-level concerns, and 
safeguarding allegations;  

• maintain appropriate confidentiality;  

• protect children, adults at risk, staff, volunteers, and members;  

• support a culture where concerns can be raised without fear of victimisation.  

2. Scope 

This policy applies to concerns involving: 



• instructors and assistant instructors;  

• volunteers;  

• officials;  

• staff;  

• student leaders where relevant;  

• parents/carers/guardians;  

• students and members;  

• contractors, partners, or other people acting on behalf of ESKA.  

This policy covers: 

• complaints about conduct, service, decisions, or behaviour;  

• grievances raised by individuals regarding their treatment or working relationships;  

• low-level concerns about adults working or volunteering with children;  

• allegations that may involve safeguarding concerns;  

• allegations against a person in a position of trust;  

• matters that may require internal disciplinary action;  

• matters that may require referral to external agencies.  

3. Guiding Principles 

All complaints, concerns, and allegations will be taken seriously and handled promptly. 

ESKA will apply the following principles: 

• complainants and others involved will be treated respectfully and without fear of 
victimisation;  

• confidentiality will be maintained where possible;  

• the process will distinguish between general complaints, personal grievances, low-level 
concerns, and safeguarding allegations;  

• concerns will be handled by the most appropriate procedure;  

• mediation may be used where appropriate and agreed;  

• safeguarding concerns will always take priority over dispute resolution or reputation 
management;  

• records will be accurate, dated, secure, and kept in line with data protection 
requirements.  

4. Distinguishing Between Different Types of Concern 

4.1 Complaint 



A complaint is an expression of dissatisfaction about conduct, service, behaviour, 
communication, a decision, or an aspect of ESKA activity. 

Examples may include: 

• poor communication;  

• concerns about customer service;  

• conduct at a class, event, or grading;  

• dissatisfaction with how an issue has been handled.  

4.2 Grievance 

A grievance is a concern raised by an instructor, volunteer, staff member, or other person 
connected with ESKA about their treatment, working relationship, or role-related experience. 

Examples may include: 

• interpersonal conflict;  

• concerns about treatment by another adult in the organisation;  

• disagreements about role expectations or working arrangements.  

4.3 Low-Level Concern 

A low-level concern is any concern, doubt, or sense of unease, no matter how small, that 
someone may have acted in a way that is inconsistent with ESKA’s code of conduct or expected 
professional standards, but which does not meet the threshold for a LADO referral.  

A low-level concern may not appear immediately dangerous or intentionally harmful, but it may 
indicate poor judgement, poor boundaries, or behaviour that could escalate.  

Examples may include: 

• being over-friendly with children;  

• excessive one-to-one attention beyond what is required for the role;  

• favouritism;  

• adults taking photographs of children on a personal device;  

• engaging with a child on a one-to-one basis in a secluded area without good reason;  

• using inappropriate sexualised, intimidating, or offensive language;  

• inappropriate sharing of images;  

• humiliating children.  

4.4 Safeguarding Allegation 

A safeguarding allegation is a concern about an adult working or volunteering with children or 
adults at risk that may meet the harm threshold and require referral to the LADO, adult 
safeguarding team, Police, or another external agency. 



Examples include where a person has: 

• behaved in a way that has harmed a child or may have harmed a child;  

• possibly committed a criminal offence against or related to a child;  

• behaved towards a child in a way that indicates they may pose a risk of harm to children;  

• behaved in a way that indicates they may not be suitable to work with children, including 
transferable risk.  

5. Complaints and Grievances Procedure 

Step 1: Informal Resolution 

Where appropriate, the concern should first be raised directly with the individual involved or 
with the relevant instructor / club contact. 

Many concerns can be resolved through an informal and respectful conversation. 

Informal resolution should not be used where: 

• there is a safeguarding concern;  

• there is a significant power imbalance;  

• the matter is too serious for informal handling;  

• there is a risk of harm or intimidation.  

Step 2: Formal Complaint or Grievance 

If the matter is not resolved informally, or is not suitable for informal resolution, a written 
complaint or grievance should be submitted to ESKA. 

This should include: 

• your name and contact details;  

• a clear description of the issue;  

• any relevant dates, times, and locations;  

• any supporting evidence or documents;  

• the outcome you are seeking, where appropriate.  

You will normally receive written acknowledgement within 5 working days.  

Step 3: Investigation 

An appropriate person will be appointed to investigate the matter. Where possible, this will be 
someone with no direct involvement in the issue. 

Depending on the nature of the concern: 

• written statements may be requested;  

• relevant records may be reviewed;  



• individuals may be invited to attend meetings separately;  

• mediation may be considered where appropriate.  

The investigation will normally be completed within 20 working days where possible. If this is 
not possible, the person raising the concern will be told why, what steps have been taken, and 
the revised timeframe.  

Step 4: Outcome 

A written outcome will normally be provided, including: 

• the decision reached;  

• the reasons for the decision;  

• any action to be taken;  

• whether mediation or other steps are proposed, where appropriate.  

Step 5: Appeal 

If the complainant is not satisfied with the outcome, an appeal may be made within 10 working 
days of receipt of the written outcome. 

An appeal will be considered by someone not previously involved in the matter where possible, 
and a final written response will normally be issued within 20 working days of the appeal being 
received.  

6. Managing Low-Level Concerns 

At ESKA, all low-level concerns about adults working in or volunteering for the club must be 
reported promptly to the Designated Safeguarding Person (DSP).  

Where a low-level concern is reported: 

• the DSP will record the concern;  

• the DSP will inform the Chief Instructor / Senior Partners as appropriate;  

• the concern will be reviewed and a decision made about how it should be handled;  

• relevant records will be checked to identify any pattern of behaviour;  

• appropriate action will be taken, which may include advice, supervision, clarification of 
boundaries, further training, or disciplinary action;  

• if the concern appears to meet, or may meet, the harm threshold, the matter must be 
escalated and considered for referral to the LADO.  

ESKA promotes an open and transparent culture in which staff and volunteers are also expected 
to self-refer where they believe they may have acted in a way that could be misinterpreted, 
appear compromising, or fall below expected standards.  

If there is doubt as to whether a reported matter is a low-level concern or a safeguarding 
allegation, the DSP should seek advice from the LADO.  

7. Managing Allegations Against Staff, Volunteers, or Others in a Position of Trust 



If the complaint or concern involves a safeguarding risk or an allegation against an individual in 
a position of trust: 

• the concern must be reported immediately to the Designated Safeguarding Person 
(DSP) or Deputy DSP;  

• if the concern involves the DSP, it must be reported to the Deputy DSP;  

• if the concern involves both, it must be reported to the Chief Instructor and, where 
appropriate, directly to statutory agencies.  

If the concern meets the threshold for a safeguarding allegation:  

• the DSP will refer the matter to the LADO within 1 working day where the allegation 
relates to a child;  

• or to the relevant adult safeguarding team where it relates to an adult at risk;  

• and ESKA will cooperate fully with statutory agencies.  

The individual concerned may be temporarily suspended or have duties adjusted while 
enquiries are ongoing. Any such action is a neutral safeguarding measure and not a disciplinary 
finding. 

Disciplinary procedures may follow, depending on the outcome of safeguarding enquiries. 

8. DBS Barring Referrals 

ESKA has a legal duty to make a barring referral to the Disclosure and Barring Service where the 
legal threshold is met.  

A referral duty may arise where both conditions below are met: 

Condition 1 

ESKA has removed, withdrawn permission for, redeployed, dismissed, or otherwise caused a 
person to stop engaging in regulated activity with children and/or adults at risk. This can include 
dismissal, redeployment, resignation, retirement, or other removal from role.  

Condition 2 

ESKA believes the person has: 

• engaged in relevant conduct in relation to children and/or adults at risk;  

• satisfied the harm test;  

• or received a caution for, been convicted of, or been convicted for a relevant offence.  

The responsibility for making a barring referral sits with the DSP. If the concern relates to the 
DSP, responsibility transfers to the Chief Instructor.  

There may be occasions where ESKA considers making a referral in the interests of safeguarding 
even where the strict legal referral threshold may not clearly be met, for example on 
professional advice or because of wider safeguarding risk. Any such decision must be taken 
carefully, lawfully, and with regard to employment and data protection obligations.  

9. Reporting and Whistleblowing 



Anyone raising a genuine concern under this policy will be treated seriously and fairly. 

Where appropriate, concerns may also be raised under ESKA’s Whistleblowing Policy, 
particularly where the issue involves: 

• unsafe culture;  

• mishandling of safeguarding concerns;  

• concealment of wrongdoing;  

• serious failures in governance or professional conduct.  

People raising concerns in good faith should not be victimised or disadvantaged for doing so.  

10. Record Keeping 

All complaints, grievances, low-level concerns, and allegations will be: 

• recorded;  

• dated;  

• handled confidentially where possible;  

• and stored securely.  

ESKA will maintain a clear distinction between: 

• general complaint records; and  

• safeguarding records, including low-level concerns and allegations.  

Safeguarding-related records must be stored separately from general membership or 
administrative records and accessed only on a need-to-know basis.  

11. Key Contacts 

Designated Safeguarding Person (DSP) 
Ethan Dye 
01603 418751 
safeguarding@tskuk.co.uk 

Deputy Designated Safeguarding Person 
Joanne Minnis 
01603 418751 
safeguarding@tskuk.co.uk 

Chief Instructor 
Jason Hitchings 
01603 418751 
office@eska.co.uk 

LADO 
lado@norfolk.gov.uk 

 



12. Monitoring and Review 

This policy will be reviewed annually, or sooner if: 

• legislation or guidance changes;  

• there is a serious incident;  

• learning from practice indicates amendments are needed;  

• linked safeguarding or disciplinary procedures change.  

The DSP and senior leadership should ensure this policy remains aligned with ESKA’s 
safeguarding framework and practice. 

 


