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COMPLAINTS PROCEDURE

All parties agree to abide by the FC Alliance complaints procedure prior to pursuing any alternative means of redress.

1. The complainant and/or parent/guardian should advise the appropriate DESIGNATED OFFICER of the nature of the complaint IN WRITING as soon as possible.

FOR DESIGNATED OFFICER STRUCTURE SEE APPENDIX A

2. Within seven days or as soon as practicable upon receipt of a complaint in writing. The DESIGNATED OFFICER will meet with the complainant and/or parent/guardian if applicable in order to initiate a COMPLAINT ACTION PLAN.

3. The DESIGNATED OFFICER will review the COMPLAINT ACTION PLAN within seven days of its initial activation and every fourteen days thereafter until resolution.  THE DESIGNATED OFFICER will inform the complainant and/or parent/guardian if applicable of the progress of the complaint at this time.

4. The complainant and/or parent/guardian if applicable will be notified in writing by the DESIGNATED OFFICER of any action taken as a result of the complaint within seven days of:

a) Completion of the initial COMPLAINT ACTION PLAN (if no further action is required) or

b) Completion of the final COMPLAINT ACTION PLAN review.

5. In the event of the complainant and or parent/guardian if applicable being dissatisfied with the progress or outcome of the complaint, then they should refer the matter IN WRITING to the next level of DESIGNATED OFFICER who will oversee a review within seven days of receipt of such notification.  The DESIGNATED OFFICER will then notify the complainant and or parent/guardian of the outcome of such review upon completion.
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APPENDIX A

COMPLAINTS:

DESIGNATED OFFICER STRUCTURE

Level 4:


Club President

Level 3:


Director of Operations
Level 2:


Appropriate Coaching Director

Level 1:


Team Coach

Complaint by:


(Player / Parent / Guardian)

Complaint against:

(Player / Parent / Guardian)

To the Team Coach of the complainant (if a player), OR the Team Coach in which the child of the complainant is placed (if parent / guardian)

Complaint by:


(Player / Parent / Guardian)

Complaint against:
(Club Coach or Official, i.e. Team Manager)


To the Club official occupying the level immediately above that held by the employee who is the subject of the complaint.

Complaint by:


(Club Coach or Official)

Complaint against:

(Player / Parent / Guardian)





To the Coaching Director

Please note:  Do not confront coaches after practices and/or games.  The purpose is to allow emotions to subside.  Our goal is for everyone to always act in a professional manner.  All efforts should be made to resolve disputes in an amicable fashion prior to the initiation of a formal complaints procedure.
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APPENDIX B

COMPLAINT ACTION PLAN

Date Activated:
____________________________
Name of Complainant:       ____________________________

Date of Incident:

____________________________

Date of Complaint:

____________________________

Nature of Complaint:

Action:

Advise / NFA:

__________________________________________

Review Dates:

__________________________________________

Complainant Name:

__________________________________________

Designated Officer Name:
__________________________________________
