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Greenside Cricket Club  (referred to as the “Club”) aims to provide its members, organisations and 
individuals with the best possible service.   
  
Usually, a word with the person at the point of service delivery will suffice should a problem arise. 
However, we recognise that from time to time there may be occasions when users of our services 
feel that the quality or level of service provided fall short of what they could reasonably expect.  We 
also want to know about these occasions so that we can make good the problem and plan to avoid 
its repetition. 
  
This is the policy that we will follow if your complaint is about someone’s conduct or behaviour. This 
could be because you think that someone has behaved in a way that is unsafe, unprofessional, 
discriminatory, offensive or intimidating. It could be because someone has broken important rules or 
policies. 
  
Values and principles 
  
You have the right to complain: we take complaints seriously. You should not be harassed, bullied or 
put at a disadvantage because of making a complaint. 
  
Equality: you should receive a proper response to your complaint, regardless of your age, gender, 
disability, race, religion, nationality, social status, sexual orientation or political persuasion. 
  
Fairness: we believe that complaints should be dealt with fairly and openly. Unless it would put 
other people at risk, those affected by a complaint should have a chance to contribute and respond 
to any investigation. 
  
Safety and welfare take priority: we will always give priority to concerns that affect safety and 
welfare. Issues affecting children will be treated very seriously in accordance with our Child 
Protection Policy 
  
Confidentiality: we treat complaints as confidentially as possible. 
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Policy 

 



Sometimes we have to discuss complaints with other organisations. If we are worried about a risk to 
a person or to the public, we might need to pass on our concerns to the right authorities. If 
necessary, we will get advice from other organisations such as the Police, Social Services or the ECB. 
  
How to make a complaint? 
  
If you have a complaint, it is often best to start by having a conversation with one of the captains, or 
member(s) of the Club Committee. They may be able to help to resolve your problem. You could also 
make a written complaint. 
  
If the issue is serious, or you are not satisfied after raising it with the a Club captain or official, as 
indicated above, you should move on to make a formal complaint and put this in writing. This must 
be signed and dated and based on statements of fact and not hearsay, making sure you include as 
much information as possible in a statement type format.  
 
Your complaint should be made in writing, marked “Private & Confidential", and sent to a Club 
Official who will acknowledge it in writing (normally within 7 days of receipt).  You should try and 
keep a copy of your letter.   
  
How Much time do I have to make a complaint? 
 
28 days from the date of the incident. This is because we understand that there may be a trickle of 
incidents recorded as part of a diary which we find acceptable to use as a complaint.  We will not 
consider any backdated complaints if we believe that they are only being brought to the club’s 
attention by way of malicious intent or due to recent disharmony. 
 
What will we do to investigate? 
  
We will investigate your complaint fairly and within a reasonable period. Any written complaint will 
be investigated by a Complaints Panel which consists of Committee Members uninvolved in the 
matter raised in the complaint. The panel will discuss the complaint with all the relevant people and 
try to gather any information that may be relevant to handling your complaint. This may be done by 
asking for a written statement from parties or by interviewing them individually depending on what 
is deemed appropriate to the nature of the complaint. 
  
Sometimes the panel may need to show copies of information from the investigation to other 
people (known as disclosures) to allow them to respond.  This is because as a club, we believe in 
fairness and openness as well as transparency. We will not share information if we think that this 
will endanger someone’s safety or welfare.   
  
How will I know what is happening? 
  
You will be able to contact the Official you originally contacted or a member of the Complaints Panel 
if they are known to you at this time and they will make sure that you understand the process, and 
will help to answer any questions or concerns that you have. You will be given an update on the 
progress of your complaint every two weeks and it is hoped that any complaint will be dealt with 
within 28 days of receipt. If there are delays in handling your complaint for any reason, we will keep 
you informed and explain reasons for this delay. If your complaint leads to formal disciplinary action 
against someone, we will usually inform you about the outcome. We will not tell you the outcome if 
that person is a child, or if we believe that telling you would create a risk to other people.  
 



What are the possible outcomes or results of my complaint? 
  
In many cases, we are able to resolve problems informally. This might include: 
  

• A change in arrangements for particular activities 
• An explanation or apology 
• An agreement to communicate or act differently in future 
• If an informal resolution is not suitable, then the Complaints Panel will look at the 

information about the case.  
After considering your complaint the Complaints Panel might decide to take the following action: 

• Formal disciplinary action against a member 

• Formal disciplinary action against a volunteer/ coach/ employee 

• Changes in policy arrangements 

• A decision to refer the case to another organisation such as the Police, Social Services or 
ECB. 

• Closure of your complaint without action 
• You have the right - if dissatisfied with the results of the inquiry to put your request that the 

matter be referred to the Club Committee in their entirety. You will be entitled to make oral 
representations at the Club Committee meeting if you choose to do so. 

• The decision of the Club Committee will be final and this will be reported to you in writing. 

• A full report will be prepared with findings and files so if you choose to escalate matters to a 
higher level (depending on the nature of the complaint), our paperwork will be in order to 
submit directly should it be requested.  

 
  
  

  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
 
 
 
 
 
 
 
 



Complaints Policy Checklist 
  

Use this checklist when investigating a complaint as part of the organisations complaints policy and 
procedure. 

  
  
Have you conveyed verbally to the complainant the investigation procedure and timescale? 
YES/NO 
Have you conducted an interview to establish background to and detail of the complaint? 
YES/NO 
Have you written a statement about the complaint which you have dated and signed? 
YES/NO 
Has the complainant countersigned as correct the statement you have taken? 
YES/NO 
Have you given a copy of the complaint to those associated with its contents? 
YES/NO 
Have you asked, in writing, for a statement from those associated with the complaint within an 
agreed period of time? 
YES/NO 
Have you received the statements within the agreed time period? 
YES/NO 
Have you advised those being interviewed that they can have a union representative or friend 
with them? 
YES/NO 
Have you interviewed all those associated with the complaint? 
YES/NO 
Have you written up, signed, and dated your notes from each of these interviews? 
YES/NO 
Have you reviewed all the evidence placed before you? 
YES/NO 
Have you assessed whether or not you feel there are grounds for complaint? 
YES/NO 
If so, have you considered all the options for action that could/should be taken as a result? 
YES/NO 
Have the Complaints Committee discussed fully the findings of your investigation and your 
recommendations for action? 
YES/NO 
Have you put these formally in writing to the Complainant together with the statements and 
notes taken during the course of the investigation? 
YES/NO 
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