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Prees Football Club Complaints Procedure 
 

Our policy is 
- To provide a fair complaints procedure which is clear and easy to use 

for anyone wishing to make a complaint 
 

- To publicise the existence of our complaints procedure so that people 
know how to contact us to make a complaint 

 
- To make sure everyone at Prees Football Club knows what to do if a 

complaint is received  
 

- To make sure all complaints are investigated fairly and in a timely way  
 

- To make sure that complaints are, wherever possible, resolved and that 
relationships are repaired  

 
- To gather information which helps us to improve what we do  

 
Definition of a complaint 
A complaint is any expression of dissatisfaction, whether justified or not, about 
any aspect of Prees Football Club. 
 
Selecting the most appropriate approach  
Any initial approach may have the potential to develop into a complicated 
complaint. For that reason it is very important to follow the appropriate 
procedure from the outset, so that the interests of the individuals may be 
safeguarded and in order to seek to identify a resolution as quickly as 
possible. All complaints, concerns and outcomes will be recorded.  
 
 
Dealing with complaints - The informal process  
Prees Football Club take informal concerns seriously with the hope of the 
concern not developing into a formal complaint. In most cases the ‘Club 
Staff’ (e.g. U9s Team Manager or volunteers), will often receive an initial 
approach. In these instances, it would be helpful if club staff were able to 
resolve issues on the spot. Recognising an error and apologising (without 
prejudice) where necessary may result in a swift and satisfactory resolution. In 
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these instances, then the club staff member who has handled the informal 
process must inform the Club Secretary to record the incident, this should 
include: 

§ Details of what, where and when the incident took place 
§ Any witnesses and names 
§ What was the outcome 

 
However, if the issue cannot be resolved satisfactorily on the spot, it may be 
escalated to the Club Secretary by either the complainant or the club staff 
member who received the initial approach.  
 
Following the escalation the Club Secretary will make contact with the 
complainant to gain greater clarification of the situation and re-attempt an 
informal resolution to the complaint if possible. 
 
If an informal resolution is not possible, the formal process will be triggered. 
 
Dealing with complaints – formal process  
In some cases it may be that the informal approach does not resolve the 
complaint, or the situation is deemed serious enough to warrant moving 
straight to a formal process, for example violent/aggressive behaviour or 
serious breaches of club codes of conduct. At this point the complainant can 
request members of the Management Committee investigate the incident. 
Any such request should be made via the Club Secretary, preferably in 
writing. The request will need to include sufficient details to allow the Club 
Secretary to decide who should be asked to be involved in the investigation 
(a quorate of 3 Management Committee members) and to make the 
necessary preparations. The written request should include: 
 

§ Details of what, where and when the incident took place 
§ Any witness statements and names 
§ Names of any others who have been treated in a similar way 
§ A preference for a solution to the incident 

 
The Club Secretary should respond to the complainant within 5 working days 
to acknowledge the complaint has been received. The acknowledgement 
should say who from the Management Committee is dealing with the 
complaint and when the person complaining can expect a reply. A copy of 
Prees Football Club complaints procedure should be attached. 
 
Ideally the complainant should receive a decision within a calendar month. If 
this is not possible because, for example an investigation has not been fully 
completed due holidays/summer break, a progress report should be sent with 
an indication of when a full reply will be given. 
 
If the complaint relates to a specific person, they should also be informed 
and given a fair opportunity to respond within the process. However, any 
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member of staff or volunteer cited in a complaint must NOT be the person to 
whom a written complaint is passed to, for example if the complaint is 
against the Club Secretary, the complaint should be sent to Club Chairman. 
 
If following the Management Committee’s investigation the complainant still 
feels that the issue has not been satisfactorily resolved, they have the 
opportunity to escalate the complaint outside of the club and to the county 
FA. 
 
Dealing with safeguarding complaints – Immediate formal procedure 
If a safeguarding complaint is made, for example any complaint that 
involves a child or young person within Prees Football Club, the formal 
procedure needs to be invoked immediately and the Club Welfare Officers 
contacted straight away.  
 
The Club Welfare Officers will determine whether the complaint is one that 
can be handled within the club, or whether it needs referring to the county 
FA Welfare Officer. In all instances the county FA Welfare Officer will be 
involved on an advice and guidance basis. 
 
If necessary Prees Football Club will contact the appropriate statutory 
agencies and football authorities and refer any child protection concerns, 
allegations or disclosures, regardless of the time-scale of receipt of the 
information. Historical allegations of child abuse will be referred to the Police.  
 
Resolving Complaints  
Prees Football Club will keep in mind ways in which a complaint can be 
resolved. It might be sufficient to acknowledge that the complaint is valid in 
whole or in part. In addition it may be appropriate to offer one or more of the 
following:  

- An apology  
- An explanation  
- An admission that the situation could have been handled differently  
- An assurance that the event complained of will not happen again  
- An explanation of the steps that have or are to be taken to ensure that 

it will not happen again  
- An undertaking to review club policies in light of the complaint  

 
All the above MUST be recorded.  
 
It is helpful if complainants are encouraged to state what actions they feel 
might resolve the problem at any stage. An admission that the club could 
have handled the situation better is not the same as an admission of 
negligence. An effective procedure will identify areas of agreement 
between parties. It is also of equal importance to clarify any 
misunderstanding that might have occurred as this can create a positive 
atmosphere in which to discuss any outstanding issues  



 4 

 
It is important to note however, that should a complainant raise an entirely 
new, separate complaint, it must be responded to in accordance with the 
complaints procedure from the very beginning.  
 
Appeals 
If as a result of the complaint the Prees Football Club Disciplinary Procedure is 
invoked against a member of staff, they shall have a right to appeal to the 
Management Committee. They should inform the Committee in writing of 
his/her wish to appeal within 7 days of the date of notification to him/her. The 
Committee will conduct an appeal hearing, involving a different set of 
members from the original investigation, as soon as possible at which the 
member of staff will be given the opportunity to state his/her case either 
personally or with a representative.  
 
The decision of the Management Committee will notify the member of staff in 
writing within 5 working days. The complainant should be given the 
opportunity to go outside the club to the county FA if they so wish. 
 
Prees Football Club Secretary 
Kris Morris 
mailto:secretarypreesfc@gmail.com 
07815787245 
 
Prees Football Club Chairman 
Alan Groom 
mailto:alangroom@hotmail.co.uk 
07790571524 
 
Prees Football Club Welfare Officers 
Tim Wakefield  
mailto:tim@theswitchproject.com 
07809701821 
 
Liam Reynolds 
mailto:liamREYNO@aol.com 
07432081064 
 

We are committed to reviewing our policy and good 
practice annually. This policy was last reviewed on: 10th 

September 2019 


