HSAFC
Complaints & Grievance Policy

Purpose

The purpose of this policy is to ensure that all complaints and grievances within HSAFC are
dealt with in a fair, transparent, respectful, and timely manner. HSAFC is committed to
promoting an environment of dignity, inclusion, respect, and open communication for
members, parents/guardians, volunteers, and committee members.

Scope
This policy applies to members, parents/guardians, volunteers, committee members, and
any person engaging with HSAFC.

Safeguarding Concerns

Concerns relating to the safety, welfare or protection of a child or vulnerable adult are not
managed under this Complaints and Grievance Policy and must be reported and managed in
accordance with HSAFC's Child and Vulnerable Adult Safeguarding Policy.

Definitions
Complaint: A concern raised about how something was handled, a decision made, or
behaviour within the club.

Grievance: A more serious or formal issue, usually raised by a volunteer or committee
member, relating to treatment, behaviour, conflict, or breach of policy.

Where a complaint or grievance concerns a committee member, that individual shall take
no part in the investigation, discussion or decision-making process.

Where a complaint concerns the Chairperson, an alternative committee member shall be
appointed to oversee the process.

Principles

All complaints and grievances will be handled confidentially, impartially, promptly,
respectfully, in line with natural justice, and with written records retained.

No person shall be disadvantaged, treated unfairly or subjected to retaliation for raising a
complaint or grievance in good faith.

Information relating to complaints and grievances will be shared only with those who need
to know in order to investigate and resolve the matter and will be managed in accordance
with HSAFC's Data Protection and Privacy Policy.



Informal Resolution (Stage 1)

HSAFC encourages concerns to be raised informally in the first instance wherever
appropriate. Many issues can be resolved through open discussion with the relevant
volunteer, supervisor, committee member or Chairperson.

Formal Complaint (Stage 2)

If not resolved informally, a Formal Complaint Form must be completed and submitted to
howthsuttonautismcommunity@gmail.com .Form available on website:
https://howthsuttonautismcommunity.ie/. The committee will acknowledge receipt within
5 days, arrange a meeting within 14 days, and provide a written outcome within 7 days of
the meeting.

Formal Grievance (Stage 3)

Grievances must be submitted using the Grievance Form to
howthsuttonautismcommunity@gmail.com.Form available on website:
https://howthsuttonautismcommunity.ie/

Two impartial committee members will review the issue, hold a meeting, and provide a
written outcome with actions and timelines.

Anyone bringing a Grievance is entitled to bring someone with them to any meeting as
support.

Possible Outcomes
Mediation, clarification of roles, apology, training, change in procedure, disciplinary action,
or safeguarding referral if required.

Appeals

An appeal may be submitted in writing within 10 days and will be reviewed by a different
panel

Appeals shall be reviewed by a panel of committee members who were not involved in the
original decision wherever possible.

Record Keeping

All complaints, grievances, meetings, and outcomes are recorded and stored confidentially
by the Secretary. Records shall be retained and disposed of in accordance with HSAFC's Data
Protection and Privacy Policy.

2. Complaints & Grievance Procedure

Step 1 — Informal discussion

Step 2 — Complaint/Grievance Form submitted
Step 3 — Acknowledgement within 5 days

Step 4 — Meeting arranged within 14 days
Step 5 — Investigation and review
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Step 6 — Written outcome issued
Step 7 — Actions monitored
Step 8 — Appeal option



