Gala Academy Complaints Policy

At Gala Academy, we aim to provide high-quality coaching and a positive experience for all our students and
families. We take any complaints seriously and are committed to resolving them fairly and promptly.

How to Raise a Concern
Talk to the Staff Member First

e Many issues can be resolved quickly by speaking directly to the coach or staff member
involved.

e  You can contact us by email: contactus@gala-academy.co.uk or phone: +44 7888 87338S5.
Submit a Formal Complaint

e If the matter is not resolved informally, please send a written complaint to our management
team.

e Include:
o A description of the issue
o Any previous discussions about it
o Your desired outcome

e We will acknowledge your complaint within 5 working days and provide a timeframe for
resolution.

Investigation and Response

e Management will investigate your complaint and respond in writing with findings and any
actions to be taken.

Escalation

e Ifyou are not satisfied with the outcome, you may escalate your complaint to relevant external
organisations for further support.

Confidentiality

All complaints are treated confidentially, and records are kept for continuous improvement.

o
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