COMPLAINTS POLICY & PROCEDURE 

POLICY  
Rationale: 
The xxxxxxx Netball Club Inc has the obligation and responsibility to ensure that complaints are resolved in a manner that accords fair process to the complainant and person complained about. 

Purposes: 
1. 
To provide a procedure by which complaints can be made. 
2. 
To provide a method for investigating complaints. 
3. 
To achieve acceptable outcomes to complaints. 

Guidelines: 
1. 
Complaints whether verbal or written are to be referred to the Club President or if 
against the Club President to the Secretary of the Club Committee.  Appropriate 
assistance will be offered if there are difficulties in submitting a written complaint. 
2. 
The Club President will ensure that complaints are dealt with at the appropriate level. 
3. 
All parties to the complaint should be consulted during the investigation of the complaint. 
4. 
The Club President and one current committee member will attempt to resolve complaints 
as fairly and amicably as possible. 
5. 
The requirements of employment contracts, natural justice and relevant legislation will be 
complied with. 
6. 
Unsolved complaints will be reported by the Club President to the Club Committee 
(minus 2 committee members who may later be involved in an appeals sub-committee) for 
further discussion and decision.
7. 
Complainants have the right of appeal to an Appeals Sub-Committee and will comprise of 
no less than 2 current committee members and 1 independent person, none of whom shall 
have prior knowledge of the complaint.  Such appeal must be submitted in writing and 
signed by the complainant. 
8. 
Potential disciplinary matters will be addressed in accordance with relevant disciplinary 
provisions. 
9. 
Where a complaint may have a potential disciplinary consequence for a person they 
should be advised of their right to representation. 
10. 
All parties involved in a complaint will be advised of the outcome. 

Conclusion: 
Procedural fairness is essential in all matters relating to complaints. Adherence to clearly understood and fair procedures will assist in the resolution of complaints. 

NB:
Any unsigned and/or anonymous letter, correspondence or complaint will NOT be dealt with 
at any stage by the Committee.
PROCEDURE

1. 
Any complaint must be in writing and signed by the complainant and submitted to the Club Secretary within 5 days of the event occurring which gives rise to the complaint.

2. The Club Secretary will acknowledge receipt of the complaint in writing or via email. 

3. Any complaint must contain all relevant information including 

· Cause for complaint

· Full details of person(s) being complained about

· Full details of action causing complaint, including date/time/place/event

· All contact details of complainant

4. On receipt of any complaint the Club Secretary will notify the Club President who will commence investigation of the complaint in conjunction with one impartial committee member  

5. The complainant could be called to meet with the Club President and committee member investigating the complaint

6. The person complained of could be called to meet with the Club President and committee member investigating the complaint.

7. The Club President and committee member investigating the complaint may request to meet with witnesses or other people involved in the complaint.

8. The decision as to what penalty if any or result of complaint will be forwarded to the complainant in writing. 

9. Appropriate and relevant decision documentation will be supplied to the person/s being complained against as to the outcome of the investigation.

10. The complainant will be advised they may seek appeal of the decision. Any appeal must be received in writing by the Club Secretary within 5 days of the date of receipt of the first decision.

11. Any decision made by the Appeals Sub-committee on hearing an appeal will be final. 

12. Should the investigation of a complaint involve the reputation of Christchurch Girls High School, the Netball Club or its members written information will be supplied to the School’s Principal of the complaint and the decision made following deliberation and decision making process in dealing with the complaint.

Should the investigation of a complaint involve the reputation of Christchurch Netball Centre or its members written information will be supplied to the Christchurch Netball Centre executive of the complaint and the decision made following deliberation and decision making process in dealing with the complaint.
