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Issues & Complaint Procedure

1. Issue/Complaint taken-up with team manger.

STAGE 1 Issue / Complaint either resolved at the team level or escalated.  

If no solution forthcoming, issue/complaint goes to formal process.

STAGE 2 Issue / Complaint enters formal review by a Complaints Team.

Formal Issue / Complaint Procedure
2. Introduction

This procedure covers dealing with all issues or complaints that are not Child Protection (Minis) or Disciplinary (Men) in nature.

3.  Issue/Complaints Team

The complaints team will comprise a panel of three members two of these three members will be elected officers of the club:

	
	Men
	Minis
	Notes

	1
	Club Chairman
	Club Chairman or Club Secretary
	

	2
	Club Secretary
	Minis Committee representative
	

	3
	Club Captain or nominee
	Parent or nominee
	Parent or nominee from another team.


4. Issue/Complaint Meeting
A meeting of the complaints team and the complainer will take place on an on-the-record basis. There will be written notice of time and venue for the meeting, and written record of the issue / complaint and any agreed actions.

5. Agenda

The agenda for the Issue / Complaint meeting will be as follows:

· The complainer to outline their complaint.

· This should be followed by a discussion on how best to resolve the problem between the complaints team and the complainer.

· Agreement and documentation of solution or action.
6. Unresolved Issue /Complaint

In the exceptional circumstance that an issue/complaint is not resolved, the complainer can ask for a review by the Club President and two officers who have not been involved in the process.
