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At Strathgryffe Tennis, Squash and Fitness Club we aim to provide both our members and guests with an excellent quality of service. By working in an open and accountable manner we hope that trust and respect can be built between the club and its users.  However, we also understand that there is always room for improvement, and we may not get everything right. One of the ways in which we can continue to improve our service is by listening and responding to the views of our members and guests, and by responding positively to complaints. 

Therefore we aim to ensure that:

· We have a process that allows members and/or guests to raise compliments or complaints
· We enable making a compliment or complaint as easy as possible
· We welcome compliments, feedback and suggestions
· We treat any complaint as a clear expression of dissatisfaction with our service
· We handle all complaints promptly, politely and, when appropriate, confidentially
· We issue the appropriate response - for example, with an explanation, or an apology where we have got things wrong or information on any actions taken etc.
· We learn from complaints, use them to improve our service, and review annually our complaints policy and procedures

This policy is intended to ensure that all compliments and complaints are handled in a correct and consistent manner and wherever possible resolved to the complainant's satisfaction. This policy also ensures that we provide guidelines for dealing with compliments and complaints about our services, facilities, staff and volunteers.

2. Compliments 

2.1 What is a Compliment

A compliment is an expression of satisfaction about the standard of service we provide. This includes compliments expressed face to face, via a phone call, in writing, via email or any other method. 

The club is always glad to hear from users who are satisfied with the services we offer.  All compliments are recorded and acknowledged

2.2 To Who/What Do Compliments Apply

A compliment may relate to the conduct of the organisation, its committees, coaches, volunteer officers, members, or its facilities.

2.3 Who Can Raise a Compliment

A compliment may be raised by any user of the club who wishes to praise the level of service or behaviours they have experienced.

3. Complaints

3.1 What is a Complaint

A complaint is defined as any expression of dissatisfaction; however, it is expressed. This includes complaints expressed face to face, via a phone call, in writing, via email or any other method. Complaints may be either formal or informal in nature.

3.2 To Who/What Do Complaints Apply

A complaint may relate to the conduct of the organisation, its committees, coaches, volunteer officers, members, or with alleged unfair practice in connection with a club competition.

3.3 Scope of Complaints

The following is a non-exhaustive list that the club views as grounds for complaint:

a) if the conduct of any individual, team, or committee brings or is likely to bring the club or its competitions into disrepute
b) the violation of the club’s own procedures and practices

Complaints made relating to the results of external competitions that the club facilitates are not applicable under this policy. These are retained by the competition organiser/referee and their own complaints / appeals procedure.

3.4 Who can raise a Complaint

A complaint whether formal or informal may be raised by any of the following:

a) A member where their complaint concerns the Strathgryffe Tennis, Squash and Fitness Club.
b) The parent or guardian of a member under the age of 18 years on his/her behalf.
c) Any third party where the complaint concerns the Strathgryffe Tennis, Squash and Fitness Club.

4.  Informal Complaints

We recognise that not all concerns raised will require formal action to be taken. The Club encourages issues, that may be dealt with quickly, to be raised immediately at point of concern and managed informally. Whether complaints are formal or informal the club will endeavour to investigate all cases fully and fairly.

Informal complaints can be made either verbally or in writing to Reception Staff, Club Manager, Tennis Manager or Tennis Committee. Every effort will be made to resolve informal complaints to the satisfaction of the complainant.

If it has not been possible to resolve the matter informally the complainant should invoke the formal complaints procedure.

5. Formal Complaints

Formal complaints should be made in writing using the Complaint Form attached to this procedure.

Where an informal complaint has not been resolved to the satisfaction of the complainant, the complainant must raise their concern formally using the appropriate form.

A written complaint shall only be considered if it includes the name, address and signature of the complainant. Verbal and anonymous complaints shall be disregarded.

Formal complaints must be submitted to the Club Manager. Should a complainant wish to withdraw a formal complaint they may do so by writing to the Club Manager.

Formal complaints must be submitted within 30 days of the alleged incident that gave rise to it. 

The acceptance of complaints that are submitted beyond this period are subject to the discretion of the Club President and Committee. Where a complaint of appropriate significance has not been submitted within the outlined timescale, the Club President/Committee may seek a suitable reason as to why its submission was delayed, prior to its acceptance.

6. Investigations

Where a formal complaint has been made, the Club will investigate the matter concerned.

Through this process the complainant must prove the grounds of their complaint beyond the balance of possibility. 

Any improper contact, approach or attempt to influence or intimidate individuals undertaking the investigation may result in the investigation being ceased. Such conduct may form the subject of a complaint.

The decision/findings of the investigation will be communicated to the complainant as outlined in section 7 of this procedure.

6.1 Responsibilities

6.1.1 Complainant

The Complainant should initially, where possible, try to address any concerns in an informal manner.
 
Where it is not possible to resolve the matter informally, it is the responsibility of the Complainant to bring their complaint to the Club Manager within the 30 days of the matter arising.

The Complainant must explain, clearly, their point of concern as fully and factually as possible including any action taken to date.

Following submission of their complaint, the Complainant must allow suitable time for investigation of their complaint before taking any further action. 

The Complainant must not interfere or comment on the ongoing investigation unless asked to do so by the Investigating Officer in the form of evidence.

The Complainant may withdraw their complaint at any time. 

6.1.2 Club Manager

Upon receipt, it is the responsibility of the Club Manager to initiate an investigation relating to the complaint.

The Club Manager is responsible for assigning the complaint to the appropriate committee for investigation. The chosen committee should be that which is most relevant to the matter concerned.

The Club Manager is responsible for acknowledgement of the formal complaint, in writing.

The Club Manager shall determine the time frame permitted to perform an investigation of the complaint.

The Club Manager is responsible for review of the Investigating Officer’s findings and presenting these to the Club Committee

The Club Manager is responsible for providing the Complainant with the findings of any investigation and issuing the Club’s formal response to the matter.

The Club Manager is responsible for ensuring that any recommended actions following investigation of the complaint are implemented. Where a recommended action is related to the practices of a committee, the President may assign these actions to the Committee Chair.

Note: Where a complaint is made against the Club Manager, the Complainant should submit their complaint to the Club President who will then perform the relevant actions as outlined in this procedure.

6.1.3 Committees

The committee assigned with responsibility for a formal complaint, will allocate the case to a dedicated Investigating Officer. 


6.1.4 Investigating Officer 

The Investigating Officer is responsible for investigating the complaint, where it has been deemed credible. The investigation must be completed within the timeframe outlined by the Club President.

The Investigating Officer is responsible for gathering the facts surrounding the complaint and providing the Club President with a written submission of their findings.

The Investigating Officer may gather evidence through interviewing of parties/individuals that they deem relevant to the matter or via the submission of written documentation.

The Investigating Officer must be independent of the matter being investigated to ensure impartiality. 

Upon their initial review, the Investigating Officer has the right to cease proceedings if they deem the complaint not credible of further review. Where this is the case, the Investigating Officer shall notify the Club Manager immediately of their decision setting out their reasons for doing so.

The Investigating Officer may, from time to time, make use of additional persons with specific skills or experience to assist in carrying out their investigation. The Investigating Officer must ensure that any additional persons are independent of the initial matter.

The Investigating Officer must report any improper contact, approach, or attempt to influence their investigation immediately to the Club President. The Club President will then determine if the investigation may proceed and whether it be reassigned.

The Investigating Officer may recommend the provisional suspension of an individual, group or member whilst they are investigating or prior to a full hearing of the matter. The decision to uphold this suspension is at the discretion of the President/Club Committee.

7. Decisions

Findings of an investigation will be submitted, by the Investigating Officer, to the Club Manager who will, in turn, present these to the Club Committee.

A full review of all findings will be performed by the Club Committee. A vote will be held to accept or reject the proposed findings, by majority.

If rejected a secondary investigation may be conducted and assigned to a new Investigating Officer who will repeat the process outlined.

The decision of the Club Committee shall be final and binding. It will be communicated to the Complainant in writing by the Club Manager.

8. Appeals

The Complainant shall be entitled to appeal against any decision or finding made as part of the investigation. 

For an appeal to be considered, the grounds for appeal must be lodged with the Club President within 21 days of receipt, in writing, of the decision.

The grounds for appeal must be submitted formally in writing.

The grounds on which an appeal can be pursued are:

a) The decision was wholly unreasonable
b) The sanction as wholly unreasonable
c) There has been a major procedural error which has led to an unsafe decision
d) The interests of justice require an appeal be heard.


The President along with the Club Committee shall consider the grounds of appeal. Based on this review they may confirm or reverse the decision/findings made in the investigation. 

The decision of the President and Club Committee, with regards to any appeal shall be final.

9. Confidentiality: 

Every attempt will be made to ensure and maintain confidentiality when investigating complaints. Such an approach is in the interest of both the complainant, the Club and any other persons involved. However, in some circumstances confidentiality may not be suitable or possible.

In some exceptional cases the circumstances giving rise to the complaint may be such that it may not be possible to maintain confidentiality (with each complaint judged on its facts). Should this be the case, the situation will be explained to the complainant.

If another person is named in a complaint, we believe that they should be made aware of the complaint made against them and by whom the complaint was raised. 

The Club retains the power to act if a complaint is found to be malicious or provocative in nature.
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FORMAL COMPLAINT FORM

	COMPLAINANT INFORMATION

	Name:
	Home Phone No:

	Email Address:
	Mobile Phone No:

	Address:

	

	COMPLAINT INFORMATION

	Incident Date:
	Complaint Raised To:

	Complaint Details: Please provide full details of your complaint in as clear and as factual a manner as possible

	Involved Persons:




(Naming of involved persons may result in individuals being interviewed as part of an investigation) 

	Corrective Action Taken:

	Committee Responsible:

	Club Committee

	Tennis Committee
	Squash Committee
	Other

	Suggested actions to be considered as part of investigation:




Date:                                                                                         Signature:                                                                                                                                                          
1, November 2023
2, January 2024
	



image1.png




