Randolph Girls Basketball - Standard Operating Procedure

Complaint Handling Process





PURPOSE

The purpose of this document is to detail the process for handling complaints.

SCOPE

All complaints regarding the conduct of a coach, spectator or committee member are covered here.

CONTENTS

	A complaint regarding a coach, spectator or member of the Committee is a very serious matter and must be handled with a high degree of sensitivity and in a timely manner. The initial response to a complaint should be immediate. A notification to the person making the complaint should be sent advising them that the complaint has been received and is being reviewed by the Committee.   Notification will also be sent to the Recreation Department and person against whom the complaint is lodged.

Step 1: Be clear about the details of the allegation or incident
The committee needs to be very clear about the details of the complaint, to be best able to decide upon our course of action. If necessary, the committee will reach out to the person making the complaint to get additional details of the complaint.  All complaints must be submitted in writing in a timely manner.

Step 2: Manage the situation within the committee while the review is under way

While investigating the complaint we need to consider our course of action. This includes how to support the person who made the complaint, as well as the person against whom the complaint is made. We need to ensure that there is no harassment of the person accused, the person making the complaint, or the members of the Committee.  All complaints will be kept within the committee and reviewed by the committee in a timely manner.

Step 3: Conducting the review

As part of the review, the committee will discuss the details of the complaint with the person filing the complaint. In addition, the committee will attempt to determine if there were others who may have witnessed the incident and discuss with them to get their view on what transpired. The committee will also meet with the person against whom the complaint was filed to get their input on the incident. Once all of the information has been gathered the committee will discuss whether or not the complaint has any substance and may make recommendations. These recommendations include but are not limited to:

· Disciplinary action, if the complaint is substantiated (potentially the filing of a yellow card, suspension from coaching, etc.)

· Requesting that the person making a complaint and the person being complained about attend a mediation session, if the complaint has substance

· Not proceeding with the complaint if it is found to be lacking in substance.

Step 4: Finalize the Review

Once the review has been completed and the recommendations have been made, a final vote on the recommendation must be made. The majority of the members of the committee must approve the recommendation provided a quorum is present. The committee must advise the Recreation Department and both parties as to the outcome of the review. 

Step 5: Record all Information

Ensure that all aspects of the review have been documented.

Step 6: Review and Evaluate

Any time we have a formal complaint filed and have completed a review, the committee will review and evaluate the process for potential enhancements.
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