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An effective complains procedure helps deal with complaints and issues quickly, fairly and
consistently. It provides committees with the confidence to take action.

Having a complaints procedure sends a clear message to your committee, coaches,
members, volunteers and other interested parties (stake holders) that the club takes issues
very seriously and will act on any breach of club rules, policies or codes of behaviour.

As a committee member or grievance officer its important that your handling of complaints
is fair, just and transparent. You should apply the following principals:
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TREAT complaints seriously

ACT promptly

TREAT people fairly and listen to both sides of the story

STAY neutral

KEEP parties to the complaint informed

TRY TO MAINTAIN confidentiality if possible

PROTECT against victimisation

KEEP accurate records

MAKE decisions based only on information gathered not personal views
DISCIPLINARY action should be relative to the breach and in line with club rules

Simple Complaints Handling Process

1.

2.

Ensure club has identified Grievance officers within the club and club members know
of these roles.

A complaint or grievance should tried to be sorted between the two parties where
possible.

If a formal complaint is lodged with the complaint officer, the officer should meet
with the party complaining to seek their desired resolution. This should then be
communicated with the other party involved.
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If the complaint/grievance is still unable to be resolved, the matter and all relevant
information should be taken to the committee for discussion.

Please note, if the complaint is of a serious nature, CVI’s engagement would be
preferable at this stage.

Any determination made by the committee should be minuted, communicated to
both parties and be within the powers of the committee and the rules of the
club/association.

If this process is unsuccessful or the complaint is unable to be resolved any party is
unsatisfied the complaint can be taken to CVI.



