Complaints Policy

Introduction

All persons who have involvement with the Royal Southern Yacht Club, including members, staff,
and visitors, have the right to have any complaints heard appropriately. The Club has various
processes which can be implemented depending on the nature of the complaint. For ease, and to
make this process as straightforward as possible, all routes are detailed in this single document.
However, they may refer to processes detailed elsewhere, which are deliberately not replicated in
order to avoid conflicts, or any individual document becoming outdated.

Staff

If a member of staff has a complaint, they should follow the Grievance Procedures which can be
found in the Employee Handbook.

Safeguarding

If anyone has a complaint of a safeguarding or welfare nature, please contact the Club Safeguarding
Lead using the contact details below. Please refer to our Safeguarding Policy for more information.

Safeguarding Lead: Dianne Van Beek — safeguarding@royal-southern.co.uk
Safeguarding Policy: https://www.royal-southern.co.uk/about-us/policies-procedures/

Racing Event

A complaint about poor conduct during a racing event, for which the Royal Southern Yacht Club is
the Organising Authority, should be submitted to the Protest Committee, using the procedures laid
out in the Racing Rules of Sailing.

Complaints regarding an RYA-qualified Race Official may, in addition to the procedure set out below,
be submitted to the RYA through the RYA Race Officials Performance Procedures.
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Members and Race Volunteers

1. If any Members have a complaint, they must not in any circumstances raise it directly
with the perceived offender whether it be another Member or Staff. They should raise it
informally at first, by discussing the issue with either the General Manager, the Sailing
Manager, or a Flag Officer. If any Race Volunteer has a complaint which arose during a
Racing Event which is not covered by the Racing Rules of Sailing and they do not feel
comfortable raising it directly with the perceived offender, they should raise it informally
at first with either the Event Director or the Sailing Manager. If the issue cannot be
resolved informally, a formal complaint may be submitted.

2. A formal complaint must be submitted in writing to either the General Manager, the
Sailing Manager, or a Flag Officer.

3. The Club will make all reasonable efforts to deal with complaints in a fair and consistent
manner.
4, After a complaint is received, the Executive Committee will appoint an Investigator, who

does not have a conflict of interest in the case.

5. The investigator will write to the perceived offender/defendant informing them that a
formal complaint has been received concerning their conduct and they are expected to
respond in writing within a stated time frame.

6. The Investigator will investigate the complaint, and provide a written report to the
Executive Committee for a decision. The decision will then be communicated to the
complainant and the defendant as soon as is practical. Other than in exceptional
circumstances the decision is confidential to the Executive Committee, the Complainant
and the Defendant.

7. The complainant may appeal the outcome of the complaint within 5 days of receiving the
report. Such an appeal will be heard by the Executive Committee. The decision of the
Executive Committee at the appeals stage is final, and there is no further right of appeal.

Emergency or Incident

This policy does not cover medical, or other emergency, incidents. Please refer to the Club Safety
Management Systems which can be found below. In an emergency in the Club, grounds, or on the
water, please contact the relevant emergency services. Safety Management Systems:
https://www.royal-southern.co.uk/about-us/policies-procedures/
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