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Congleton Grizzlies Basketball Club Complaints Form
	Date
	

	Name of Complainant
	

	Contact Details:


	Phone : ___________________   Evening:___________________

Mobile: ___________________   Email: ______

Address:

Preferred method of contact: 



	Is complaint on behalf of someone else? If so, who?
	Yes ____    No ​​​​_____
Name: _______________________________

	Where did complaint happen?
	

	If there is a named individual(s) in the complaint
	Name(s):
Club or organization: 



	Complaint details:

In points if possible


	CONCERNS:



	Steps taken to resolve complaint:


	

	Member of EB staff taking complaint
	Name:                        Date:                  Time:


	Next Steps
	Complaint resolved? Yes______    No 
Is complainant satisfied with the outcome?  Yes: _____   No:

If no, please explain: 

Desired outcomes were not met- 
Complaint moved to Stage 2?   Yes      No _______

Complaint sent to Head of Governance: Yes      No _____

 Date:                   Time:
Complaint sent to Chief Executive: Yes: _____    No: 

Date: _____     Time: ______




Basketball England Complaints Procedure
Stage 1 – Local Informal Resolution of Complaints

Every effort should be made to resolve the complaint or representation as speedily as possible and to the complainant's satisfaction, within 28 working days. The response to the complainant, whether verbal or written should be recorded, however briefly. The Chief Executive will also be informed via monitoring of the complaints process via regular reporting by the Head of Governance, Risk & Compliance.

Stage 2 - Formal Investigation
8.6 When it has not proved possible to resolve the complaint, and the complainant remains dissatisfied, the complainant can ask for their complaint to be investigated more formally by the Head of Governance, Risk & Compliance. This is Stage 2 of the Complaints Procedure.

8.7 The aim of this stage is not to do more work or a more thorough job, than at Stage 1. The objective is to consider any parts of the complaint that are still unresolved by using an Investigating Officer.

8.8 All complaints which proceed to Stage 2 must recorded. A response to acknowledge receipt of the complaint must be sent to the complainant within 5 working days

8.9 The Head of Governance, Risk & Compliance will carry out an investigation.

8.10 The Head of Governance, Risk & Compliance should make contact with the complainant and agree their complaint which should be recorded in writing. Following their investigation the Head of Governance, Risk & Compliance will submit this in the reporting. A written response is made to a Stage 2 complaint, preferably within 28 days of its receipt.
8.11 In those instances where a resolution is unlikely to be achieved within this time limit, the complainant must be informed and the Chief Executive notified. There must be a full written response within three months of the Stage 2 complaint being registered. 

8.12 The response to the Complainant should advise them that should they remain dissatisfied, they can ask for their complaint to be reviewed. A time limit (28 days would be reasonable) should be suggested for them to request this, after which it will be assumed that they are satisfied with the outcome of the investigation.        

Stage 3 - Review of Complaint

8.13 If a complainant remains dissatisfied with the outcome of the full investigation; they may request a review of their complaint, which will be largely a review of process. This will not fetter the ability of the Head of Governance, Risk & Compliance to investigate further, if he/she has doubts about the substantive outcome.

8.14 When a complainant makes a request of a review of their complaint, whether orally or in writing, the Chief Executive must be informed.
8.15 The Chief Executive will be responsible for ensuring that an appropriate officer carries out a review of the complaint, its investigation and responses given to the complainant so far.
8.16 The Review will have access to all records relevant to the complaint and will form an opinion on the integrity of the investigation and responses to the complaint.
8.17 The Review will provide a report- to the Chief Executive. A response to the complainant will be sent from the Chief Executive, Chairman or Head of Governance, Risk & Compliance within 28 days of the request for the review of the complaint.

8.18 Should a complainant remain dissatisfied with the decisions or action of Basketball England their final course of action would be litigation.

4 What is not a Complaint?

9.1 Basketball England complaints procedure does not apply when:

· The complaint is in regard to actions and decisions of another organisation, agency or body (e.g. court decisions, Sport England);

· Matters which should be dealt with under other proceedings such as: 

· Disciplinary proceedings

· Grievance procedure

· National or Local League Rules or regulations.

· Criminal investigation where court action is pending;

· Where legal advice recommends that the complainant is not capable of understanding the findings of the investigation;

· Contractual disputes;

· Where the service user has already taken the same complaint through to Stage 3 of the complaints procedure and the Chief Executive has provided recommendations.

· Child Protection or Safeguarding

9.2 Where a complainant wishes to make an anonymous complaint, they should be informed that their concern will be recorded and considered by BE. However, it is impossible for a complaints investigation to proceed without BE being able to verify who they are sharing information with.

10 Other Channels

10.1 Nothing in these procedures will prevent a member raising concerns through other channels if they wish (e.g. MPs, Councillors, Sport England, CPSU, NSPCC, Local Authorities, Police etc.). In all circumstances, however, BE will attempt to seek resolution in a manner consistent with the complaints procedure.

10.2 The Head of Governance, Risk & Compliance will advise the Councillor, MP or Sport England Representative of the three stage complaints procedure.

11 Child Protection

11.1 The above procedure lays out the process for complaints. In the sensitive area of child protection and Safeguarding Policy and procedures will apply, however any matter in relation to child protection as identified in the Child Protection procedures should be immediately referred to the Head of Governance, Risk & Compliance along with a Cause for Concern form. All incidents of injury to a young person/vulnerable adult, discrimination, victimization and racial, homophobic content should be passed directly to the Head of Governance, Risk & Compliance.

12 Conclusion

12.1 The procedure lays out the method for dealing with complaints at all levels- Any complaint will normally be inducted through the procedure, ideally at Stage 1 in the first instance.

12.2 The application of this policy is the key to its success will include monitoring of actions.
Email Exchanges- All information is private and confidential
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