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Derry Hill Utd Complaints Procedure   

At Derry Hill Utd FC we recognise that we may need to deal with complaints.  

What is a complaint?  

A complaint is an expression of dissatisfaction or grievance with the conduct of 

the club, its committee(s), coaches, volunteer officers, players, parent/ 

guardians, spectators, members, staff, or with alleged unfair practice in 

connection with the club.  

Grounds for a complaint shall include, but shall not be limited to, the following: 

1. if the conduct of any individual, body, or organisation brings or is likely to 

bring the club into disrepute; or 

2. the violation of the Club’s Constitution, Codes, Policies or Procedures.  

A Complaint may be made by:  

a)     a member of the Club where the complaint concerns the Club  

b)     the parent of or other person with parental responsibility for a member of 

the Club under the age of 18 years on his/her behalf  

c)      any third party where the complaint concerns the Club  

No complaints may be made under this policy about decisions made by referees 

at competitions held under the authority of the Club. Appeals procedures exist 

in respect of these matters. 

Complaints about another football club should follow the other club’s 

complaints procedure.  
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Informal or formal complaints resolution 

We encourage the resolution of complaints informally if possible. However, 

there will be occasions where issues cannot be resolved informally. It is our 

policy to provide an orderly and formal procedure to deal promptly and fairly 

with serious complaints. 

Informal complaints procedure  

1. Discuss your complaint or grievance with the person the complaint is about 

as soon as practical. Try to resolve between you. We recommend:  

• You speak face to face, avoiding email, text or social media; 

• You choose a time and place that allows you to have a private and 

safe conversation that avoids unnecessary conflict. 

2. An informal complaint can also be made either verbally or in writing to the 

Club Secretary. Every effort will be made to resolve informal complaints to 

the satisfaction of the complainant. 

3. Where no satisfactory resolution is possible, consider initiating a formal 

complaint. 

Formal complaints procedure 

Any club member, coach or third party who is dissatisfied or aggrieved or 

believes club policies, rules or codes of conduct have been broken can initiate a 

complaint starting with step one below.   

1. The person making the complaint must put their complaint in writing and 

send it to the Club Secretary1.  A complaint must normally reach the Club 

Secretary no later than 30 days after the alleged incident that gave rise to it. 

The written complaint should include:  
● Details of what, when, and where the incident took place.  

● Names of any witnesses.  

● Names of any others who may have been treated in a similar way.  

● Details of any former complaints made about the incident, date, when and to whom 

made.  

● A preference for a solution to the incident. 

 
1 If the complaint is about the conduct of the Club Secretary, the complaint should be sent to 
either the Chair or Club Welfare Officer) 
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Note that the complaint may be shared with the person the complaint is 

about in full or part. The person making the complaint will need to consent 

in writing that the club can share the complaint, with personal or contact 

details removed.  Verbal and anonymous complaints shall be reviewed for 

general improvement purposes but will not be investigated through the 

formal complaints procedure. The Club may act if a complaint is found to be 

malicious.   

2. The Club will write to the person who is the subject of the complaint 

outlining the concerns that have been raised and may include relevant parts 

of the complainant’s letter or email, removing any personal or contact 

details prior to forwarding on. 

The Club letter or email will require a written response from the person who 

is the subject of the complaint within seven days. If the matter can be 

resolved following exchange of messages the complaint or grievance will be 

closed.  However, if not resolved the club will invite both parties to a 

Complaints Committee Meeting to deal with the matter. The Complaints 

Committee will consist of 3-5 officials from the Club Committee, with an 

appointed chair and secretary. It will NOT include anyone directly named or 

involved in the original complaint, or anyone who has a vested interest in 

the outcome. 

3. The Club will write to both complainant and the person who is the subject 

of the complaint indicating the date/time/venue of the Complaints 

Committee Meeting and giving at least 14 days notice so the parties 

concerned can decide to attend should they wish to do so. The Club letter 

will also advise that non attendance means the matter will be dealt with in 

their absence. 

 

4. At the Complaints Committee Meeting a verbal outline of the complaint will 

be given by the Secretary and the Committee will then hear from the person 

who made the complaint and the person who is the subject of the complaint. 
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The Complaints Committee will ask any questions deemed appropriate to 

challenge or clarify what had been written or said. Any questions between 

the parties will be communicated through the Chair. 

 

The person the complaint is about will be asked to sum up; and the person 

who has made the complaint will do the same. They will then be asked to 

leave the room to allow the Complaints Committee to deliberate and reach 

a decision. The meeting will adjourn. 

 

5. Both parties will be informed of the decision in writing within 7days of the  

Complaints Committee meeting. The decision of the Committee shall be final 

and binding.  

Sanctions 

Where the Committee find that the complaint is upheld/proven the sanctions 

available are incorporated into the Respect Codes of Conduct which all members 

at the club have signed up to at the beginning of every season. 

Arbitration  

The complainant and the Club agree to submit any dispute concerning any 

matter connected with or arising out of this complaints policy and procedure 

exclusively to binding arbitration to be conducted by an arbitrator (or panel) 

appointed by the Wiltshire FA.   

 

 

Derry Hill Utd FC Management Committee 

January 2025 


