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COMPLAINTS HANDLING POLICY AND PROCEDURE
Mosspark Boys Club is committed to the efficient resolution of complaints received in relation to the sporting activities that are offered by it.

Mosspark Boys Club is committed to providing a complaints handling framework that:-
· Provides an efficient, fair and accessible mechanism for resolving complaints.

· Monitors complaints in an endeavour to improve the quality of service.

· Promotes a positive attitude towards members and complaints handling.

COMMITMENT

Mosspark Boys Club is committed to the efficient and fair resolution of all complaints. We recognise a person’s right to complain if and when they feel that they have not been treated fairly or receive appropriate support from Mosspark Boys Club.

FAIRNESS

All parties to the complaint will be treated fairly and with respect. This applies to the complainant, the respondent and the Committee members making decisions on behalf of the club.

COMPLAINTS

Complaints made in accordance with this policy may include:-
Alleged breeches of Player Code of Conduct

· Alleged breeches of Parent Code of Conduct

· Harassment, bullying or intimidation.

· Discrimination

This policy does not override requirements for reporting incidents of a criminal nature. Complaints alleging criminal behaviour should be reported immediately to the police.

Complaints should be factual, objective and should avoid use of emotive and provocative language. IN making a complaint it is hoped that members will acknowledge that Mosspark Boys Club is a volunteer organisation and that volunteers give their time freely. Complaints should not be made vexatiously.

Where an allegation relates to criminal misconduct, the MBC Committee may choose to suspend the member pending the outcome of a criminal investigation.
CONFIDENTIALITY
Committee members are obliged to ensure that information relating to complaints remains confidential and that details are not disclosed to other members or other parties.

PROCEDURE
INFORMAL COMPLAINTS
The club member wishing to make a complaint will make an initial approach to the Club President or other major office bearer within the Committee to discuss the complaint. Information will be provided to clarify the nature of the complaint and discussions will be held about options for resolution.

If the Committee member is unable to act impartially due to a real or perceived conflict of interest including close friendships with either the respondent or the complainant, he/she should make this known to the complainant and may nominate another Committee member to assist.

The person chosen to mediate must act in an impartial manner and promote resolution of the complaint through discussion aimed at reaching agreement.
Respect will be shown to all parties. The complaint is considered informal at this stage.

FORMAL PROCESS
A formal complaint may arise following an informal process that has not been resolved or independently. A formal complaint is made in writing and must be signed by the complainant. Anonymous complaints will not be considered due to the inability of the Committee to validate information provided.

Where an allegation relates to criminal misconduct, the MBC Committee may choose to suspend the member pending the outcome of a criminal investigation.

REMEDIES/DISCIPLINARY ACTION
The Committee of Mosspark Boys Club has been charged with the responsibility and capacity to determine and implement remedies and/or disciplinary action as a result of the investigation of a formal complaint. Remedies may include fee refunds, suspension and banning of members and their families.

APPEAL
Should the respondent choose to appeal the findings or remedies associated with an investigation, a written appeal may be submitted for consideration by a review panel comprising Committee and/or Club  members not involved in the initial investigation or an external independent reviewer. The appeal panel may indorse the initial report or recommend another course of action.

EXTERNAL APPEAL
If any party involved in a complaint is dissatisfied with the outcome of the complaints procedures and appeal panel finding within Mosspark Boys Club, they may take the appeal to the overarching sporting authority – Scottish Youth Football Association.
