NHEBSC v2
Complaints Handling Procedure - North Herts and East Beds Sailing Club

This document outlines the process for handling complaints at North Herts and East Beds Sailing Club (NHEBSC). The aim is to ensure that all complaints are addressed fairly, promptly, and effectively while maintaining the Club's commitment to fostering a respectful and supportive community.

1. Scope of the Procedure
This procedure applies to all members, visitors, volunteers, and stakeholders involved with NHEBSC. Complaints may relate to:
- Conduct of members, visitors, or staff.
- Club facilities such as boats, life jackets etc.
- Decisions made by the Club's management or committees.
- Health and safety concerns.

2. How to Make a Complaint
Complaints can be made verbally or in writing. Written complaints are preferred to ensure clarity and accurate records.
Contact Points:
- In Person: Approach a Committee Member or designated Complaints Officer.
- By Email or WhatsApp to a Committee Member or designated Complaints Officer.

Complaints should include:
1. A clear description of the issue.
2. Relevant dates, times, and names of individuals involved.
3. Any supporting evidence (e.g., photos, emails).
4. Desired resolution (if applicable).

3. Acknowledgment of Complaints
- Complaints will be acknowledged within 7 working days of receipt.
- A named Complaints Officer or Committee Member will be assigned to handle the matter (Vice Commodore).

4. Initial Assessment
- The Complaints Officer will conduct an initial review to determine the nature and severity of the complaint.
- If the issue involves serious misconduct, it may be escalated to the Club's management committee and trustees.
- For minor concerns, the issue may be resolved informally through discussion.

5. Investigation
For formal complaints:
1. Fact-Finding: The Complaints Officer will gather information from all parties involved.
2. Confidentiality: All parties will be treated with respect, and details will remain confidential.
3. Timeline: Investigations will be completed within **28 days**, where possible. If more time is required, the complainant will be informed.

6. Resolution and Outcome
- The complaints officer (or committee ) will propose a resolution based on the findings.
- Possible outcomes may include:
  - Apology or explanation.
  - Remedial actions (e.g., improvements to facilities).
  - Mediation between parties.
  - Action (if appropriate).
- The complainant will receive a verbal or written response detailing the outcome.

7. Appeals Process
If the complainant is dissatisfied with the outcome, they may appeal by writing to the Club’s Commodore within 14 days of receiving the decision. The appeal will be reviewed by the Management Committee / Trustees, whose decision will be final.

8. Record Keeping
- All complaints and their resolutions will be recorded and stored securely for a minimum of 5 years.
- Records will only be accessible to authorised personnel.

9. Review of Complaints Procedure
This procedure will be reviewed annually by the Club Committee to ensure it remains effective and aligned with best practices.
For any questions about this procedure, please contact the NHEBSC Complaints Officer or Club Committee.
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