
 
 

 
 
 
Complaints and Appeals Policy and Procedures 
 

1. This document sets out how an individual club member may lodge a 
complaint about the conduct of another member, or a complaint about 
how they feel they have been treated in relation to and aspect of the club. 
It also deals with the process for dealing with alleged breaches of the 
Club’s code of conduct. The document also sets the process for appeals 
against the outcome of an individual complaint. 
 

2. The complaints procedure is not to be confused with the club’s whistle-
blowing policy, which describes how an individual may raise their 
concern about potential risk or harm to children under 18 or to 
vulnerable adults. If there is doubt about which process to use, the advice 
of the Club’s Welfare Officer (details on the website and notice board) is 
likely to be helpful. 

 
3. The complaints procedure is not to be confused with the process set out 

in the club’s rules for challenging club policy or general decisions made by 
the club’s committee, by means of resolutions at the club’s Annual General 
Meeting, or calling an extraordinary General Meeting. 

 
4. A formal complaint must be lodged as soon as is practicable following the 

incident, decision or action that is the cause of the complaint. This enables 
such incidents to be investigated objectively whilst people’s memories are 
still fresh. Prolonged delays in lodging a complaint may prevent the 
responsible officer of the club from being able to launch an effective 
investigation. 

 
5. A formal complaint must be made in writing by the individual making the 

complaint. In the event that the complainant is under 18, the complaint 
must be lodged by the parent or guardian. Complaints must be lodged 
with the Club’s Chair. In the event that the complaint is about the conduct 
of the Club’s Chair, the complaint must be lodged with one of the Club’s 



Trustees. Details of the officers of the club are to be found on its website 
and the notice board. 

6. The Club Chair (or Trustee in the event of the complaint being about the 
club chair) will appoint a person to investigate the complaint, who is 
independent of the events being complained about. This may be a 
member of the club’s committee, another person not involved in the 
incident. The investigating officer will investigate the complaint and will 
report their findings to the Club’s chair. Investigations will normally be 
completed within 21 days of the receipt of the complaint, or in special 
circumstances as soon as is practicable thereafter.  
 

7. The investigation shall include informing the person who’s conduct of 
actions are the subject of the complaint, of the details of the complaint, 
and providing them with a reasonable chance to respond to the matters 
raised. The report of the investigating officer shall include any written 
representations and responses made by the person complained about. 
The investigating officer shall be responsible for reaching a judgment as 
to whether the complaint is upheld, partially upheld, or not upheld, and 
including this in their report.  

 
8. A copy of the investigation report shall be provided to the person who is 

the subject of the complaint, who shall have 7 days following receipt to 
make any written comments on the report or to provide any additional 
materials they consider relevant. These comments shall be included with 
the report when it is submitted. 

 
9. The Club’s chair shall appoint a panel to consider two independent 

members of the committee, not involved in the incident, to reach a 
conclusion on the complaint and the nature of any actions to be taken as a 
result. The panel shall reach its conclusions within 21days of the receipt 
of the investigation report and any comments from the person 
complained about. 

 
10. If their conclusion is that a member of the club is to be expelled from the 

club, this decision can only be enacted following the club’s rules. The rules 
set out that the full committee of the club shall be responsible for making 
decisions to expel a member.  

 
11. The outcome of the complaint shall be communicated in writing by the 

panel, as soon as is practicable following their considerations to both the 
complainant and the person who is the subject of the complaint. 

 
12. The complainant or the person who is the subject of the complaint may 

lodge a formal appeal against the outcome with 7 days of receipt of the 
outcome. Appeals should be lodged in writing to the Club’s Chair, setting 
out the reasons for the appeal. In normal circumstances appeals may only 
be considered if the grounds for the appeal are that the process of the 
investigation was considered unfair, or if significant evidence relating to 
the complaint was not considered. 



 
13. Appeals shall be heard by the Club’s committee, not including committee 

members previously involved in the complaint or its investigation. A 
appeal hearing shall be held, involving both the person complained about 
and the panel whose decision is being appealed against. Both shall be 
given the opportunity to present their case, and for the opposing party to 
question the case presented.  

 
14. Decisions on appeals reached by the Committee shall be final. 
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