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Complaints Policy
1. Policy Statement
The North West Cricket Union (NWCU) is committed to dealing with complaints, concerns, and disciplinary matters in a fair, transparent, and timely manner. This policy supports the Safeguarding & Child Protection Policy and the Code of Conduct by providing clear procedures for addressing alleged breaches.
2. Scope
This policy applies to:
· Board of Control members
· Staff
· Volunteers
· Coaches
· Club officials
· Match officials
· Affiliated clubs
· Anyone acting on behalf of NWCU
This policy covers:
· Alleged breaches of the Code of Conduct
· Complaints relating to behaviour, conduct, or standards
· Disciplinary matters that do not meet the threshold for statutory safeguarding intervention
Safeguarding concerns involving potential abuse must be managed in accordance with the Safeguarding & Child Protection Policy and may be referred to statutory agencies.
3. Principles
NWCU will ensure that:
· All complaints are taken seriously
· Procedures are fair, consistent, and proportionate
· Individuals are treated with dignity and respect
· Natural justice is upheld
· Confidentiality is maintained where possible
· Matters are dealt with promptly
4. Definitions
· Complaint: An expression of dissatisfaction relating to behaviour, actions, or decisions within NWCU
· Disciplinary Matter: An alleged breach of policy or Code of Conduct
· Complainant: The person raising the complaint
· Respondent: The person against whom the complaint is made
5. Roles & Responsibilities
Board of Control
· Approves and oversees this policy
· Appoints disciplinary panels where required
· Acts as final appeal body where appropriate
Chief Executive / Senior Officer (where applicable)
· Oversees operational handling of complaints
· Ensures procedures are followed
Designated Safeguarding Lead (DSL)
· Advises where complaints overlap with safeguarding
· Determines if referral to statutory agencies is required
6. What Can Be Complained About
Complaints may relate to:
· Behaviour that breaches the Code of Conduct
· Bullying, harassment, or discrimination
· Failure to follow NWCU policies or procedures
· Misconduct by volunteers, coaches, staff, or Board members
This policy does not apply to:
· On-field disciplinary matters governed by playing regulations
· Employment matters already covered by HR procedures
7. Informal Resolution
Where appropriate, complaints should be resolved informally:
· Through discussion or mediation
· At club level where the matter arises in a club setting
Informal resolution is not appropriate for serious misconduct or safeguarding-related concerns.
8. Formal Complaints Procedure
Step 1: Submission of Complaint
· Complaints must be submitted in writing
· Complaints should include details of the incident, dates, and parties involved
· Complaints should be submitted within a reasonable timeframe
Step 2: Initial Assessment
· NWCU will acknowledge receipt of the complaint
· An initial assessment will determine:
· Whether the policy applies
· Whether safeguarding procedures should be invoked
· Whether informal resolution is appropriate
Step 3: Investigation
· An investigating officer or panel may be appointed
· Both parties will be given the opportunity to present their account
· Information will be gathered confidentially
9. Disciplinary Outcomes
Possible outcomes may include:
· No further action
· Advice, guidance, or training
· Written warning
· Suspension (temporary or permanent)
· Removal from role or position
Sanctions will be proportionate to the nature and seriousness of the breach.
10. Appeals
· Individuals have the right to appeal disciplinary decisions
· Appeals must be submitted in writing within a specified timeframe
· Appeals will be heard by a panel not previously involved
· The decision of the appeal panel is final
11. Confidentiality & Record Keeping
· All records will be stored securely
· Information will be shared only on a need-to-know basis
· Records will be retained in line with data protection legislation
12. Malicious or Vexatious Complaints
NWCU reserves the right to take action where a complaint is found to be malicious or knowingly false.
13. Monitoring & Review
This policy will be reviewed annually by the Board of Control or sooner if required.
Related Policies
· Safeguarding & Child Protection Policy
· Code of Conduct
· Whistleblowing Policy
· Equality, Diversity & Inclusion Policy

	
	
	



	
	
	



image.png




