THE ALBANY GOLF CLUB INC.
COMPLAINTS AND DISPUTES POLICY AND GUIDELINES
Policy Statement
The Albany Golf Club believes that internal complaints and disputes require a fair and prompt response.  Therefore, the Club has implemented transparent procedures to be consistently applied for resolving such matters.
The Club has adopted this policy to protect the rights of all members and staff.
It is important that complaints and disputes be dealt with promptly, because if left unresolved they can cause unrest and division among members.  Members have the right to feel confident that the Club can and does deal with these matters in a prompt, appropriate and professional manner.
Scope of the Policy

Internal complaints may relate to a range of concerns, involving:

Members – as individuals
Non compliance with Club rules and the Rules of Golf

The conduct of individual members

The Club – as a corporate body
The Management Committee’s day to day functioning.  For example: 
· Non-compliance with the Club Constitution and relevant government regulations

· Unethical practice

· Policies and procedures considered inappropriate

Staff members

Performance of stipulated duties
Conduct of staff members that may offend others involved in the Club
Confidentiality

· The confidentiality and privacy of parties involved in a complaint will be respected.
· Only those parties to the concern shall have knowledge of the information, documents and content of the matter.  However, this does not prevent the parties from confirming that a concern exists.
Recording and Monitoring

The Management Committee will ensure that when two or more parties are involved in a complaint:

· confidential incident reports will be completed by all parties 

· confidential records of the Management Committee’s decision and the course of action taken will be kept
An annual review of this policy will be conducted to ensure it fulfills its intention.
Authorization
The only persons authorized to deal with complaints are:

· Members of the Management Committee

· The General Manager
Process
The Club has devised a framework to guide those authorized to deal with complaints and disputes.  
It described below and in flow charts at the end of this document. 

Framework to deal with a complaint regarding another member/s of the Club

· The complainant directs their complaint, verbally, to one of the following: General Manager, Captain/s or another member of the Management Committee

· The person receiving the complaint hears the complainant and attempts to resolve the matter promptly.

· If the matter is not resolved at this stage and the complainant wishes to take the matter further, he/she is advised to complete an incident report to be tabled at the next Management Committee meeting.

· The person receiving the complaint then speaks with the subject/s of the complaint and asks them to give their account of the incident/situation.  They are also requested to complete a written incident report for presenting to the Management Committee’s next meeting.

· The Management Committee examines the reports and may either decide on a course of action forthwith, or refer the matter to the relevant sub-committee chairperson for further investigation and to recommend a course of action to the Management Committee.

· When the Management Committee decides on the matter, either with or without referral to a sub-committee chairperson, the President will advise the parties in writing of the Management Committee’s decision and will carryout whatever action the Management Committee decides is necessary.

· The Management Committee’s decision will be full and binding.

Framework to deal with complaints regarding the Club (not individual members)
· The complainant directs their complaint, verbally, to one of the following: General Manager, Captain/s or another member of the Management Committee

· The person receiving the complaint hears the complainant and attempts to resolve the matter promptly.

· If the matter is not resolved at this stage and the complainant wishes to take the matter further, he/she is advised to direct their complaint in writing to the Management Committee for discussion at the next meeting.

· The Management Committee will discuss the matter and may either decide on a response forthwith, or refer the matter to the relevant sub-committee for further investigation and recommendation.  The sub-committee will advise the Management Committee at its next meeting.

· When the Management Committee decides on the matter, either with or without referral to a sub-committee, the President will write to the complaint and advise them of the Management Committee’s decision and of any action to be taken.

Framework to deal with complaints regarding staff members
Important note:  The only person authorized to deal with complaints regarding the General Manager is the Club President, or the Vice President if the President is absent for a protracted period of time.  Any matter regarding the General Manager will be dealt with in the strictest confidence.
· Complaints regarding other staff members should be referred to the General Manager who will deal with them promptly
· If considered necessary by the General Manager, a verbal complaint will be put in writing and placed in the staff member’s file

· The General Manager will discuss the complaint with the staff member and, if necessary, request the staff member to complete an incident report

· If the General Manager finds it necessary to discipline the staff member, a letter of warning will be sent to the staff member by the General Manager and a copy kept in the staff member’s file
· Once a staff member receives three written warnings, the General Manager will inform the Management Committee of the situation

· The Management Committee will discuss the matter at its next meeting to decide a course of action
PAGE  
2

