
 

 

 
How to raise an issue or concern or make a complaint 

 
In the event that anyone feels they have suffered or witnessed inappropriate standards of  
behaviour by another club member, breach of rugby values or club rules in any way, they 
should follow the procedure set out below:  
 
Stage 1 
 
• Speak to the Complaints Officer in person or by email: secretary@smobrugby.co.uk  
 
• In the first instance the Complaints Officer will seek resolution between the 
complainant and the person subject to the complaint through dialogue.  
 
• If the person(s) subject to the complaint agrees that the complaint is valid, amend 
behaviour, apologise to the Complainant or redress the situation. No further action will be 
taken.  
 
• The Complaints Officer will record conversations, actions taken and outcomes. The 
record will be shared with both the complainant and the person subject to the complaint. 
They must both agree it is a true record of events by signature or email.  
 
Stage 2 
 
If a dispute cannot be addressed through dialogue the Complainant should make a formal  
complaint in writing or by email to the Complaints Officer.  
 
The report should include: 
 
• Details of the issue or complaint; names of those involved the date and place.  
 
• Any witness details and copies of any witness statements.  
 
• Details of any former complaints made about other incidents involving the current 
subject of complaint only; including the date and to whom such complaint was made. NOTE: 
The Complaints Officer should hold records of previous complaints.  
 
Process: 
 
• The Complaints Officer will establish what outcome the Complainant desires. 
  
• The Complaints Officer will inform the person subject to the complaint about the 
formal complaint and request their written account of the incident. This person can also 
provide witness statements.  
  



 

 

 
 
• If the person(s) subject to the complaint does not consider the complaint to be valid 
an arbitration process will be initiated.  
 
• A formal review will be undertaken by a Review Panel. A Review Panel will consist of 
the Complaints Officer and two designated persons – not necessarily Committee Members. 
Those co-opted will be independent of the complaint.  
 
• The Complainant and the person subject to the complaint may bring witnesses and a 
non-participating witness to discussions.  
 
• Should the complaint be upheld appropriate measures to be decided by the Review 
Panel will be invoked.  
 
• A record will be made of the process, decisions and outcomes. The record will be 
disseminated to all persons involved.  
 
Any queries you may have with the Complaints Procedure please contact:  
 
Club Chair: Steve Cooke  
Safeguarding Officer: Helen Nicholson  
Complaints Officer: Steve Miller 
  
Date of Policy: Sept 2021 
Date of next review: Sept 2022 


