
 

 

 

Managing Disputes and Complaints 

 Policy for Informal and Formal Complaints & the  

 Procedure for Formal Complaints 

 
 

 

1. All disputes, disagreements and complaints between Members, unless 

they are of such a serious nature that legal proceeding are appropriate1 

should in the first instance be resolved at the point and time of the 

complaint by the Members concerned and if necessary by involving the 

relevant section of the Club. If the complaint is related to a service provided 

by the club or an employee of the club, as a first step, the appropriate line 

manager should be involved in an effort to resolve the matter there and then.. 
 

2. Only if the disagreement is not able to be resolved as above, should the 

CBYC Formal Complaints Procedure as below be followed. 

 

All complaints subject to the CYBC Formal Complaints Procedure will be: 

• taken seriously; 

• acted upon in a timely manner (where referred to the Complaints 

Investigation Committee); 

• investigated in confidence, comprehensively and managed sensitively in a 

non-judgemental, non-discriminatory, non-prejudicial way, subject to 

natural justice and will be fully documented. 

A written summary of findings and conclusions will be issued to all parties. 

Parties to a complaint investigated under this procedure may have the right of appeal 

to the Club’s appeal process whose decision will be final. 

 
1 In such instances, the matter should immediately be referred to the Commodore. The Commodore may 
consider it appropriate to notify the Club’s Insurers. 

 

Within a club such as ours with diverse membership having differing 

interests and expectations, there will, at times be instances of tensions  

leading to disputes between Members and between Members and staff. 

Such tensions and disputes may lead to complaints being made. The aim 

of this policy is to identify the aspirations and values CBYC believes are 

appropriate in handling such matters. 

 



 

Procedure for Resolving Disputes and Complaints 

When Informal Processes have Broken Down 

 

 

 

 

1. Making a Formal Complaint. All Formal complaints should be made in 

writing to the Secretary and must make clear: 

1.1 what the complaint is about; 

1.2 provide supporting evidence 

1.3 indicate the attempts made to resolve the disagreement informally. 

2. Registration  

2.1   On receipt of a Formal Complaint the Secretary will:  

a. acknowledge receipt to the complainant; 

b. start a complaint file; 

c. pass the complaint to the Club’s Complaints Champion and inform the 
Commodore who will inform the CoM; 

If the complaint is about a criminal matter or raise issues of Save Guarding or 
potential harm to Members, the Flag Officers may temporarily suspend the 
respondent until the matter can be brought before the CoM. 

2.2   Within 5 working days, the Complaints Champion will provide both parties with 

a copy of the complaint and supporting evidence.  

3. CIC Investigation  

3.1   The Complaints Champion will organise a Complaint Investigation Committee 
(CIC) of no less than 3 persons who can be considered impartial having no previous 
involvement. The CIC will include at least one member of the CoM.  This should be 
completed within 10 working days of receipt of the complaint.  

3.2 The CIC will invite both the complainant and respondent to address them in 

person and to provide any additional information within 10 working days of the CIC 

being formed.  

3.3 The CIC will fully investigate the complaint and produce a report advising the 

CoM whether or not the complaint is upheld and, if upheld, suggest an 

appropriate sanction . This report will be considered by the CoM at the next 

meeting. It is the sole responsibility of the CoM to impose the sanction after full 

consideration of the CIC report. 

4. CIC Decision 

4.1 Once ratified by the CoM, the Secretary will inform both parties of the decision 

Before instigating this Formal Complaints 

Procedure, ask yourself whether all attempts at 

informal mediation have been tried. 



and any sanction within 5 working days.  The respondent will also be informed that 

they have 10 working days to request the CoM to review the decision.  

5. The CoM Review 

5.1 The respondent is entitled to be heard by the full CoM if they can show that: 

• the organisation (CIC) has failed to follow a fair process  

and/or  

• the member feels that the proposed sanction is disproportionate to the 
offence. 

Any  request for review must be made in writing to the Secretary giving the full 

reasons as to why a review is called for. 

 5.2 If the call for Review is upheld, the respondent will be invited to attend a CoM 

meeting to address the full CoM to state their case for a review. The respondent 

may bring a friend along of support.  

5.3 The CoM will reviewed both the case and the process adopted by the CiC and a 

decision as to whether to uphold the review will be decided by a simple majority.  

The decision by the COM will be final. 

 

6. Legal Challenge   

6.1 Should at any time any legal action be threatened against the Club, Officers or 

Staff, the Club insurers will be informed. 

6.2 The Flag Officers may decide if the member(s) involved should be suspended 

to prevent escalation or prevent prejudice to court proceedings. 

6.3 The Flag Officers’ decision will be reviewed at the next COM meeting.  

7.  Criminal Actions 

7.1 Should the complaint relate to criminal actions the police will be informed as 

soon as the facts have been established. 

8. Record Keeping  

8.1 A hard copy of all details of the complaint will be filed in a locked filing cabinet 

in the Office  under the control of the General Manager for a period of no less than 

5 years. An electronic copy of all correspondence will be kept by the secretary. 

9. Timescales  

9.1 It will be the Club’s aim to comply with the above time scales, but some stages 

may take longer due to Holiday/Sickness or matters outside the Club’s control. The 

aim will be to try and resolve most complaints within 6 weeks from receipt. 

 

13.05/2021 

 


