GRIEVANCE RESOLUTION AND CHILD PROTECTION RULES AND PROCEDURES 

HOW TO LODGE A COMPLAINT
If you are considering lodging a complaint or grievance, please read ALL of rules and procedures.

 
Plain English Definitions
Grievance means a complaint
Club or QPFC means Queens Park Football Club Inc
Complainant means person making the complaint
Respondent means the person or organization being complained about
Committee means the Committee of the QPFC
Grievance Officer means the person appointed to that position by the Committee
President means President of QPFC
ESFA means Eastern Suburbs Football Association
RTO Registered Team Official
Words in the singular also mean the plural and vice versa
 

Introduction
Queens Park Football Club is a community-based sporting body providing opportunities for people of all ages and both genders to enjoy the game of soccer in a friendly yet competitive environment, where all participants (players and non-players) are treated, and treat others, with respect, fairness, and good manners.  

The Club understands that from time to time disputes, disagreements, and grievances will arise between, or involve, club members, their families and supporters. The Club is also conscious of its responsibility to provide a safe and encouraging environment for children where they are protected from abuse in any form, harassment of any kind, and from any action by any person that may diminish their enjoyment of soccer

The Club has introduced these rules and procedures to provide a structure which is designed to lead to a resolution of such issues in a spirit of goodwill, openness, and equity while having respect for all parties and observing the rules of natural justice and/or procedural fairness.

 
Referees and ESFA’s Judiciary Committee
At matches, referees are the sole arbiters of the rules. In addition to issuing yellow and red cards, they can submit reports to the Association’s judiciary committee. This committee is empowered by the Association to decide on penalties, suspensions and sanctions for clubs, teams, coaches, managers, players and parents. 

 

What is a Grievance or Complaint?
A grievance or a complaint may include any type of problem or concern about your involvement or association with QPFC. For example a grievance or complaint may include, but not be limited to, any aspect of the following:
            

· An allegation of conduct contrary to fair play, the rules of the game as published on the ESFA and QPFC websites, and the codes of conduct for players, spectators, parents, and officials, or the rules of soccer published on the QPFC website. 

· Issues of child protection, including safety and welfare 

· Treatment by, or conduct of, an official, coach, referee, administrator, parent or other athlete 

· Safety in the playing, education or training environment 

· Discrimination (within the meaning of the NSW Anti Discrimination Act 1977) 

· Intimidation, bullying, or harassment, in any form 

· The interpretation of any QPFC rule or procedure. 

· A communication or interpersonal conflict 

 

What is Child Protection?

Child protection is a commitment by QPFC to ensure, as far as it is able, the safety and wellbeing of children under the age of 18 years. This includes the child’s physical, emotional/psychological, and sexual safety and wellbeing 
Who may lodge a complaint? 
Any person may report a complaint to QPFC. The grievance or complaint must be submitted in writing to the QPFC Grievance Officer.

WHAT TO DO IF YOU HAVE A COMPLAINT/GRIEVANCE.
 
Step 1
If the complaint is about an opposing player, officials, spectators, or referees, then the Grievance Officer will prepare a report and submission, on behalf of the Club, to ESFA.  Note… The Grievance Officer reserves the right to edit or reject the complaint. And ESFA requires written complaints on the Tuesday following the incident.

Step 2 
Where referees are not involved, attempt to resolve it with the person(s) concerned through respectful discussion. If you feel comfortable with the other person involved, try to sort the situation out directly between yourself and that person. Sometimes things happen unintentionally and the matter could be resolved with an explanation and and/or an apology. This should be done as close to the incident of concern as possible. You may choose to ask the team manager to assist you in seeking a resolution.

Step 3 
If you and the team manager are unable to resolve the matter yourself, approach the QPFC Grievance Officer for procedural advice or submit a complaint to him or her in writing. If you contact the Grievance Officer prior to submitting a formal complaint he or she will speak with you to obtain details of your grievance and to discover your wishes for a resolution; if you wish to have the matter considered he or she will ask that you submit your complaint in writing. He or she will explain the process required to progress towards a resolution of the issue.

Initial enquiries may be made of the Grievance Officer who will assist in the formatting (NOT the content or detail) of any grievance to be submitted.

All complainants should attempt to resolve their grievance with the other party prior to contacting the Grievance Officer; the Club recognizes however that this may not always be practicable or possible.
 
All grievances shall be in writing.  The complaint must contain at least:
 

· the identity of the complainant, 

· the issues they complain about, 

· the fixture (if appropriate) at which the issue(s) arose (teams, date, location, time) 

· The name (if appropriate) of the person(s) about whom they are complaining (if known)   

· The decision, policy, or process (if appropriate about which they are complaining 

The complaint should be sent:

· either by e-mail and indicate your full name, be dated and marked ‘private and confidential.’ 

· or by slow-post and be signed, dated and addressed to the Grievance Officer, Queens Park Football Club, PO Box 669, Mascot, NSW 2020.  The envelope must be marked ‘private and confidential.’ 

 
Step 4
If the complaint is about QPFC players, officials, parents or supporters, the Grievance Officer will gather information from the party or parties allegedly involved in the issue. He or she will explain the process required to continue towards a resolution of the issue. The Grievance Office or club committee may decide to refer these type of complaints to the ESFA judiciary committee.

Important Note…
If the complaint is an allegation received in writing of any alleged illegality such as sexual impropriety, theft, or violence The Grievance Officer shall report it to the Police and any other appropriate authority.

Step 5
A decision will then be made on how to resolve the issue and all parties will be informed.   

Where the grievance involves an allegation of a ‘less serious’ nature (e.g. breach of code of behaviour, anything non-criminal, a personality clash) the situation will be mediated. This means assistance will be given to the complainant and the respondent(s) to come to a joint resolution. A confidential record of the issue will be kept and the matter will go no further, other than a brief formal report of the facts being lodged with the Committee of QPFC. 

 

Grievance/Complaints and Child Protection Officer
The Grievance Officer is appointed annually by the QPFC Committee and shall not be a member of the Committee. He or she will be the first person to handle incoming complaints or grievances on behalf of the Club and will receive the correspondence unopened.  This is to separate the QPFC Committee, jointly and singularly, from any complaint about a club decision, policy, or similar.  An alternative Grievance Officer will be appointed pro temp by the Club to manage any issue where it is expedient for the appointed Grievance Officer to disqualify himself or where the interests of the Club, the complainant, and the respondent are best served by such a temporary appointment.

 

Role and Authority of Grievance Officer
The role of the Grievance Officer shall be to investigate complaints, to collect evidence, to mediate between the parties and to bring about a resolution of the complaint.  The Grievance Officer will have no authority to impose sanctions or penalties but may recommend to the Committee any sanctions or penalties he or she deems appropriate.  Any such sanctions or penalties shall be imposed solely at the discretion of the Committee.

The Grievance Officer shall report to the police and any other appropriate authority any allegation received in writing of any alleged illegality such as sexual impropriety, theft, or violence.

 

Steps for an investigation consistent with the principles of natural justice are:
· the complainant is interviewed and the complaint documented in writing. 

· the allegations are conveyed to the alleged respondent . 

· the alleged respondent is given the opportunity to respond. 

· if there is a dispute over the facts, statements from witnesses and other relevant evidence is gathered and considered by the Grievance Officer 

· a finding is made by the Grievance Officer as to whether the complaint has substance; 

· a report documenting the investigation process, the evidence, the finding and the outcome/s and any sanctions conveyed to all parties by the Grievance Officer. 

 

Appeals against Decision of Grievance Officer
Grievance Review Committee
QPFC will from time to time establish an Occasional Committee known as the Grievance Review Committee (GRO), the membership of which will be….

· The President of QPFC or his /her nominee 

· The appointed Grievance Officer 

· A representative of a team not involved in the issue to be heard 

· The GRO committee may also recruit members who can give qualified and expert advice relevant to the grievance or complaint. 

 

The GRO will meet to pursue any matter referred to it by the Grievance Officer, to take a formal report from the Grievance Officer on any matter heard by the Grievance Officer, or for any purpose it deems appropriate. The GRO shall meet at the request of the Grievance Officer in a timely manner appropriate to the grievance.  The GRO may convene in any manner the President deems appropriate in response to a matter referred.   It is not incumbent upon the committee to hold a formal hearing or to repeat the grievance process unless the committee deems it appropriate to do so.

KEY PRINCIPLES:
Intent of the process:
QPFC has seen the need to introduce this procedure to deal with legitimate instances of grievance or complaint which may occur from time to time. This process is to expedite and identify resolution for the benefit of individuals and the club.   

The underlying need for this process does not mean that frivolous complaints, vexatious complaints, or petty issues will be pursued.   The Grievance Officer will determine the merit of each complaint and may elect to dismiss a complaint or grievance based on his or her opinion that it would be a waste of time and resources to pursue the process. He or she may or may not conduct preliminary enquiries before reaching such a decision.  

Confidentiality 
Only the people directly involved in the grievance or complaint can have access to the information relevant to that complaint. Your details will be kept confidential should it be possible. However the principle of natural justice may require disclosure of details to the parties involved. It is not a breach of confidentiality to speak to any witnesses or parties involved. Only the required number of people will be spoken to about the issue and they will not be told any more information than they need to know. Complainants will be made aware of the rights of the person about whom they complain (respondents).
Impartiality
All sides get the opportunity to relate their side of the story. No assumptions will be made nor any action taken until all relevant information has been collected and considered.

Representation
The intention of this policy and procedure is to bring about resolutions, representation by solicitors is not permitted.

Free of repercussion or victimization. 
QPFC will take all reasonable steps to ensure that the parties involved in a grievance or complaint are not victimized in lodging a complaint or assisting with information concerning a grievance or complaint. 

Vexatious or Malicious Complaints 
Discipline should be expected if it is established that a complainant used this process against a person where the facts given were found to be knowingly untrue.

Self Resolution 
Opportunity will be given for the grievance to be resolved between the parties without formal intervention from QPFC or the Grievance Officer on an official basis.  The Grievance Officer will offer all assistance to both parties in an attempt to identify a resolution of the grievance before it proceeds to a formal hearing.

Sensitivity
All grievances and complaints will be considered and processed with courtesy, seriousness and sensitivity for all parties having particular regard for respect towards the parties and the rules of natural justice.

Timely
It is the objective of QPFC to deal with any grievance or complaint as quickly as possible having regard to the circumstances and the workloads, obligations, and responsibilities of all parties.

Support
The complainant and the respondent are entitled to support throughout the process.   A support person may be a friend, relative or other designated person.   The role of the support person is to provide moral and emotional support for the people involved. This person does not say anything during the process and is bound by confidentiality which will be explained at commencement of any process.

