ORWELL YACHT CLUB
Bourne Bridge, Wherstead Road, Ipswich 1P2 8LR
Telephone: 01473 602288

Complaints Procedure

A) PURPOSE
This Complaints Procedure outlines the process for dealing with serious complaints together with the rights and
responsibilities of all involved and suggests mediation to achieve a resolution where possible.

B) COMPLAINTS PROCEDURE STATEMENT

The Orwell Yacht Club has a commitment to create an environment which is free from
discrimination and harassment, where all members, staff and visitors are treated with dignity,
courtesy and respect in accordance with Orwell Yacht Club Code of Conduct.

The Orwell Yacht Club has an obligation to treat all complaints seriously and any example of misconduct should
be reported and may lead to disciplinary action in accordance with Orwell Yacht Club Procedure for Disciplinary
Hearings.

Any Member subject to a complaint is duty bound to participate in this process in accordance with Byelaw 15.
All complaints will be handled confidentially and impartially and investigated in a timely manner.

C) COMPLAINTS PROCEDURE
C i. Making a Complaint

To initiate the complaint process, contact the Secretary* by post or email secretary@orwellyachtclub.co.uk with
the following information:

First name

Surname

Telephone number

Nature of comment or complaint and if against a Member, their full name.

*Note — if the complaint is against the Secretary, then the Vice Commodore or Rear Commodore is the contact.

C ii. Managing a Complaint
The process for managing complaints is as follows:

1)To proceed with the investigation, the complaint must be in writing.

2)The complaint will be handled fairly and based on the principles of natural justice.
(Natural justice means the right to be given a fair hearing and the opportunity to present your case, and
the right to have a decision made by an impartial decision maker).

3) There will be no victimisation because of making a complaint or supplying information to an
investigation or other person with a role in this procedure.

4) The complaint will be handled confidentially.
The complaint will be handled by someone independent and not immediately involved and may be
referred to an external party.

5) All parties to a complaint have the option of nominating a support person to be present at interview

6) Mediation will be encouraged to resolve the matter at the earliest stage possible. (See section on Mediation).

7) The complaint will be dealt with as a matter of priority following these steps:

The person managing the complaint will discuss the issue with the complainant in a
timely fashion.

The person being complained about will be informed of the allegations against them.
They will be given an opportunity to respond to the allegations.
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Statements from witnesses and any other relevant evidence will be collected.

8) A summary of the investigation process, evidence obtained, findings and recommendations
will be prepared and submitted to the Commaodore using OYC template

9) The Commodore will review the report and decide what action will be taken, depending on the outcome of the
investigation and any other relevant factors.

This report will remain confidential and not distributed beyond those managing the complaint and the member
complained about unless disciplinary action is required.

If the complaint warrants disciplinary action, the complaint will be handled in accordance with Orwell
Yacht Club Procedure for Disciplinary Hearings in line with the RYA Disputes and Disciplinary
Procedure

10) Parties to the complaint will be advised about any action to be taken in relation to them.
Examples of potential actions:
Complaint not upheld
Apology by one or both parties or the club
Restriction of privileges or access to club facilities
Suspension from club role
Temporary suspension or expulsion as per Club rule
Update to club policies or procedures
Increased supervision for a specified period

11) The Commodore in consultation with two Trustees (or equivalent) will implement the decision with the
outcome shared with both parties (Complainant and Subject)

12) A complaint to an external agency will not prevent this Complaint Procedure from continuing.

C iii. Appeal
No Appeal will be entertained as findings of any review will be rigorously researched, fair and reasonable.
Any complaint that requires disciplinary action will be managed according to the disciplinary procedure.

D.
The Secretary will hold and keep an up to-date Complaints Register.

The Management Committee agenda will include a review of complaints received; however, members’ names will
not be disclosed unless the complaint results in disciplinary action.

MEDIATION

Mediation is a structured, voluntary way to resolve a complaint with the help of a neutral third party (the
mediator). Instead of one side “winning,” the aim is to reach a solution both parties can live with - often faster and
less confrontational than formal complaints procedures or legal action.

How mediation works

e Neutral facilitator: The mediator doesn’t take sides or make decisions. They guide the discussion and
keep things constructive.

e Confidential process: What is said in mediation is usually private and cannot be used later if things
escalate.

e Voluntary participation: Both parties must agree to take part and can leave at any time.

e Outcome-focused: The goal is a practical agreement, not assigning blame.

Typical steps
1.  Agreement to mediate — both sides accept mediation as an option.
2. Preparation — each party outlines their concerns and desired outcomes.

3. Joint session — everyone meets including nominated support person(s) in person, phone, or online and
explains their perspective.
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4. Exploration — the mediator helps clarify issues, identify common ground, and reframe
misunderstandings.

5. Negotiation — possible solutions are discussed and refined.
6. Resolution — if successful, an agreement is written up as conclusion to the process.

Benefits
e Usually quicker and cheaper than legal routes
e Preserves relationships better than adversarial processes
e  Flexible solutions (not limited to legal remedies)

e Gives both sides a voice

Limitations
e Not suitable if one party refuses to engage
e Power imbalances can affect fairness if not managed well

e Agreements aren’t automatically legally binding (though they can be formalised)

Role of Welfare Officer

The Welfare Officer should be involved in the complaints procedure, particularly if the complaint involves
safeguarding, abuse, or serious misconduct, being designated as the point of contact for safety concerns.

e Safeguarding/Welfare Complaints: The Welfare Officer must be informed immediately regarding any
concerns involving safeguarding or safety, whether within the club or outside and is responsible for
following appropriate procedures, which may include reporting to [Adult Social Care] or the Police.
There needs to be an awareness that either party may be a vulnerable person.

e General Complaints: In cases of general grievances, may not be directly involved in the investigation,
but may be used as a point of contact for general conduct issues and help guide members through the
proper procedure.

e Conflicts of Interest: If a complaint involves the Welfare Officer, it should be lodged with the Vice
Commodore or Rear Commodore.
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OYC Complaint Process Template (for Investigating

Officer/Secretary)

Instructions: Complete this template for each complaint received. Attach copies of all

correspondence, witness statements and supporting evidence. Store securely as part

of the Complaints Register.

Complaint reference
(unique ID):

Date received:
Received by (hame/role):

Person managing
complaint (hame/role):

Welfare Officer involved?

Safeguarding concern?

Conflicts of interest
identified?

1. Complainant details
First name:

Surname:

Membership status
(member/visitor/staff/other):

Telephone number:

Email / postal address:

Preferred contact method:

Support person nominated

(name/contact):

[Enter]

[Enter]

[Enter]

[Enter]

[Yes/No] (If yes, reason: [Enter])

[Yes/No] (If yes, actions taken/reported to: [Enter])

[Yes/No] (If yes, how managed: [Enter])

[Enter]

[Enter]

[Enter]

[Enter]
[Enter]

[Enter]

[Enter]/[None]

2. Subject of complaint (person complained about)

Full name:

Membership status / role at

oOYC:

(member/visitor/staff/other)
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Contact details (if
required):

Support person nominated
(name/contact):

3. Complaint summary

Nature of
complaint/allegation:

Date(s) and time(s) of
incident(s):

Location
(club/event/online/other):

Relevant policies/rules
referenced:

Desired outcome sought by
complainant:

Immediate risk/safety
concerns identified:

[Enter]

[Enter]/[None]

[Enter]

[Enter]

[Enter]

[Enter] (e.g., Code of Conduct, Disciplinary Hearings
Procedure)

[Enter]

[Enter]/[None]

4. Initial assessment and early resolution

Is mediation appropriate at
this stage?

Mediation offered to both
parties?

Mediation outcome:

If resolved, actions agreed
and owner(s):

If not resolved, proceed to
investigation?

[Yes/No] (Reason: [Enter])

[Yes/No] (Date offered: [Enter])

[Resolved / Not resolved / Not undertaken] (Summary:

[Enter])

[Enter]

[Yes/No] (Date decision made: [Enter])
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5. Investigation plan and timeline

Step Date Notes / outcome
Complainant interviewed /
meetri)ng held [Enter] [Enter]
Subject informed of
alle;gations [Enter] [Enter]
Subject response received /
inteJrview h(laold [Enter] [Enter]
Witness statements
collected [Enter] [Enter]
Evidence gathered
(documents/messages/CCT [Enter] [Enter]
V etc.)
Draft findings prepared [Enter] [Enter]
Report submitted to
Colfnmodore [Enter] [Enter]
6. Witnhesses and evidence
Name Role Date Summary / statement
(member/visitor/staff) contacted attached?
[Enter] [Enter] [Enter] [Enter]
[Enter] [Enter] [Enter] [Enter]
[Enter] [Enter] [Enter] [Enter]
Evidence item Date obtained Description / where stored
Emails/messages [Enter] [Enter]
Photos/video [Enter] [Enter]
Club records (e.g., sign-in, [Enter] [Enter]
race entry, incident log)
Other [Enter] [Enter]

7. Findings (based on balance of probabilities) and recommendations

Summary of facts established: [Enter]

Analysis: [Enter] (Include how evidence supports or does not support each allegation.)

Allegation
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[Upheld / Not

[Enter] upheld / Partially [Enter]
upheld]
[Upheld / Not

[Enter] upheld / Partially [Enter]
upheld]

Recommendations: [Enter] (e.g., no further action; apology; restrictions; supervision;
policy update; referral to Disciplinary Hearings Procedure.)

8. Commodore decision and outcome
Date report received: [Enter]

Decision made by

Commodore: [Enter]

Disciplinary action T .
required? [Yes/No] (If yes, reference to disciplinary case: [Enter])

Actions to be implemented
(what/who/by when):

[Enter]
Confidentiality limits

applied (if disciplinary [Enter]
action required):

9. Communications record
Date To/from Method Summary

Email/ phone/

[Enter] [Enter] meeting / letter

[Enter]

Email/ phone/

meeting / letter [Enter]

[Enter] [Enter]

10. Closure and sign-off

Date outcome shared with

complainant: [Enter]
Date outcome shared with

. [Enter]
subject:
Case closed date: [Enter]
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Filed in Complaints

Register (location/ref): [Enter]

Signed (Person managing

complaint): Name: [Enter] Date: [Enter]

Sighed (Commodore): Name: [Enter] Date: [Enter]
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