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Complaints Policy


Our goal is to maintain the welfare of our players and volunteers. Both are equally important to us and are protected by SYFA /SWF policies and procedures. This policy has been written to guide parents and club members through the club’s complaints procedure. It aims to prevent potential disputes. It has been drafted in line with SYFA/SWF policies and procedures which we are bound by law to adhere to. We have extracted important points from their guidance to make up this policy.
Background
BUCFC provide football for kids and we ensure they are happy and safe while in our care. We also provide coaching opportunities for volunteers and most get a great deal of satisfaction from seeing the team happy and players developing socially.

It can be an opportunity for a parent to spend time with their child and give them something to do together.  It can be an opportunity for a teenager to better himself and increase their chances of employment later in life.  It can be an opportunity for someone wishing to learn something new, as we send our committed volunteers on structured courses.  It can be opportunity for someone to keep fit, keep busy and just do something worthwhile with their life. 

Complaints
Our club coaches, secretaries and officials are volunteers. They give up a significant amount of family & work time to give the players the opportunity to play football. To have someone “complain” about them can be deeply upsetting and may lead to a volunteer withdrawing their service. We would ask that the potential consequences a complaint may have on the volunteer are taken into consideration. The impact this would have to a team or the club if one of our volunteers decided to leave should not be underestimated.
We recognise that at times mistakes can be made and issues may arise which require investigation. Should you have concerns or issues that you wish to raise, please consider if your concerns come from a difference of opinion or are an observation. Try to raise these directly with the other party involved at an agreed time. Volunteers would prefer to hear from a parent directly, before they make a formal complaint in writing. Do not discuss concerns straight after a game when emotions are running high.

Complaint Process
If you still feel that a formal complaint is appropriate, please follow the following process:

· Raise your complaint in writing, or by email to bucfc1@hotmail.co.uk. Please be civil, respectful and always remain factual.
· The club will acknowledge your complaint within 7 days of receipt. The club will aim to resolve any complaint as quickly as is practical.
· A meeting may be set up with those involved, if we feel it is required and appropriate.

· The meeting would be for parties involved to discuss the complaint, talk through options and find a solution to suit all involved. It is at the committee’s discretion who would attend.

· Any actions agreed will be monitored by Club Chairman/Vice Chairman and Club Protection Officers to ensure all parties involved are happy with how the situation has progressed.

· In the event of no amicable solution being reached further options/actions will be given to all parties involved in line with SYFA/SWF policies.   
Any complaint must be made to the above email address within two days of an incident occurring. Complaints made on incidents considerably outwith this time period will not be investigated. We cannot investigate potential incidents that have not taken place. The club cannot investigate complaints regarding incidents that occurred outwith BUCFC training and games, for example at school.
A parent should not contact any club official on their own personal Facebook account by private message as a means of raising a formal complaint. No committee member will be expected to reply to such messages or reply to any texts/calls received. A parent should not contact a committee member at their home address, either by letter OR IN PERSON as a means of responding to, or disagreeing with, decisions made during the complaints process. 

Decisions on complaints are not made by any one individual but by a group of 3 or more people, with advice taken from outside sources, regulatory bodies and/or other official and/or neutral third parties. Sometimes, to protect others in the club, the group need to make decisions that people may disagree with. Such decisions, and the facts they are based on, should never be altered or interpreted differently from their original wording, with the potential to bring harm to a volunteer.

The club can at any point terminate the membership of any volunteer or player to protect other club members. We are not obliged to automatically continually re-sign a player or volunteer every season. Unfortunately, we can terminate the membership of a player if the actions of their parent/guardian brings harm, or has the potential to bring harm, to another member of the club.

We as a club WILL NOT tolerate the following:
· Anyone being using foul and aggressive language face to face, the phone or on social media.

· Anyone using raised voices or shouting to make a point

· The use abusive language towards any of the team players

· Speaking negatively to anyone else’s child

· Shouting derogatory remarks that a child or their parent may find upsetting

All parents have signed the SYFA /SWF Code of Conduct. Should a parent breach this code, then the club reserve the right to remove a parent in order to protect other people's children.

Our committee are volunteers who are protected by SYFA/SWF against defamation of character, slander, false allegations, intimidation, harassment, threatening behaviour, verbal and physical abuse.  We will not tolerate any of the above from anybody who is/was connected to the club and if necessary will take the appropriate legal action to protect the reputation of members and/or the future of the club, and for the general safety of our volunteers and their families.

Our volunteers have the right to equally complain about parents they feel have been abusive, overstepped the mark of respect, or have not complied with the club's Code of Conduct in any other way.  Where required, we will instigate appropriate measures to protect our volunteers where we feel a parent may not have complied with our Code of Conduct policy.

Your team secretary is not there to resolve your complaint. They are there to give administrative support to coaches and parents, to help keep the club running smoothly. They are not involved in coaching the team. It is not acceptable to bring a team secretary into a disagreement between parents and coaches.  

Our designated Club Protection Officers may intervene at any point to ensure the welfare of our players and volunteers is maintained, even if this is not the wish of the parents.

We also do not encourage the use of our Social Media pages to vent your frustration. Differences in opinion are resolved much more quickly and amicably face to face. We adhere to the SYFA /SWF Social Media Policy and will enforce it where we feel online content is unacceptable.

Positive relationships between volunteers and parents are essential to benefit the child, their team and the club.  We do however appreciate that you may feel your concern is severe enough to warrant a letter to committee. And if you write to us, we will take your letter seriously.
Without our committee there would be no community football club, without our coaches there would be no teams, and we expect parents and club members to give ALL our volunteers the respect and support they deserve. At the same time we recognise that the children are our club and we will ensure that our players are treated fairly and with respect while under our care.
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