BHBC Complaint Procedures for Members

Complaints should first be brought to attention of involved coach, staff member or Board member with objective of working to discuss and resolve the problem.

If the compliant / issue is still unresolved, a formal compliant can be made by completing a BHBC Complaint Form and submitting this by mail or email to the Club Secretary.  The complaint will include all of the following information; 

· Your name and contact information 

· Dates of the issue

· Chronology of events, conversations or correspondence 

· Sufficient detail about the complaint to allow for a thorough investigation/review including witnesses (if they exist) to event/incident

· A proposed resolution

What is a valid complaint? 

We will always formally investigate a complaint if it is …

1) A clear expression of dissatisfaction about the Burlington Skyhawks and its program standards

2) A clear violation of club values or vision

What happens after I submit my complaint?

· Aim to address as quickly as possible

· Acknowledged within 3 days of receipt

· A record will be made of each complaint which will be copied to the Club President and Secretary

· Brought to impartial Issue Resolution (IR) Committee made of Club Secretary, Club President and the Director of Coaching Development. 
· Treated with appropriate confidentiality

· Objective to find fair, positive resolution that will resolve issue and appease situation

Stages of Complaints Investigation

· Investigation

· Review compliant – assess evidence 

· Be thorough

· Seek truth - establish facts

· Assessment

· Written response

· Take prompt – appropriate action to address 

· Remediation – fair, thorough, even-handed, principled 

· Act with / or without Board approval?

· Complainant – if not satisfied - option to request Board review within X days

· Board Review

· May lead to request to face-to-face meeting with complainant, witnesses, IR Committee

· Board or President to provide written response without further appeal

· IR and Board committed to learning from process and remediation
