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Complaints & Resolution 

 

1. If there is a cause for concern or complaint by a club member or a member of the public, 
concerning the behaviour, welfare or action of a club member or a person acting on behalf 
of the club then this must be brought to the attention of one of the Welfare Officers. 

2. The Welfare Officer will conduct a prompt investigation (in consultation with the Chair) and 
gather the facts of the case and where appropriate any desired outcome. 

3. The Welfare Officer may: 
a. Propose a resolution to the parties concerned and report the actions to the 

committee. 
If any of the members concerned are not satisfied with the proposed resolution 
then they may refer the case to the committee, via the Secretary, with their reasons 
for finding the resolution unsatisfactory. In this case the procedure in b) will be 
followed. 
OR 

b. Refer the case immediately to the Chair or Secretary who will convene a group of 
three committee members, to consider the facts as presented and propose a 
resolution to the parties concerned. 
If any of the members concerned are not satisfied with the proposed resolution 
then they may refer the case to the Chair with their reasons for finding the 
resolution unsatisfactory. In this case the procedure in c) will be followed. 

c. The Chair will consider the facts and propose a resolution.  
i. Any resolution proposed can only be within the remit and authority of the 

club. 
ii. A record will be kept of the complaint, the resolution proposed and any 

subsequent actions. 
iii. Any resolution proposed will be in accord with the clubs Code of Conduct.  
iv. At any point, where justified, the matters may be referred to other 

agencies in accord with the clubs Welfare Policy and/or the Rules of 
England Athletics. 

v. If a complaint is made against the Chair or a member of the committee 
then, as necessary, the remainder of the committee will appoint one of its 
members as a substitute in b) or c) above. 

4. The outcome of the investigation will be reported to the committee and hence recorded in 
the committee minutes. 
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Summary 

This policy explains how the club manages complaints about the behaviour 
or welfare of members. Concerns must be reported to a Welfare Officer, 
who investigates and may resolve the issue or refer it to the committee or 
Chair. Decisions can be appealed through a set escalation process, and all 
actions follow the club’s Code of Conduct, may be referred to external 
agencies if required, and are formally recorded. 

Author  
Approved By Netley Abbey Runners Committee 
Point of Contact Club Secretary (secretary@netleyabbeyrunners.com) 
Publication Date January 2024 
Date of Last Review January 2026 
Date of Next Review January 2027 
Version 1.0 
Retention Period 5 Years 
Document Type Policy & Procedure 

 

 


