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SAWPI takes all complaints about on- and off-field behaviour seriously, and aims to provide a transparent procedure for managing complaints. The procedure is based on the principles of procedural fairness and the following principles:

· Complainants are heard without bias or prejudice and shall be treated with respect for their personal safety.  
· People are entitled to be informed that an allegation has been made against them and be informed of the nature of the compliant and the due process outlined in this procedure.
· All persons affected by a decision shall be given the relevant information to enable an informed submission to be made to the decision-maker or person subsequently reviewing a decision.
· During the review of a decision, all persons affected by a decision should have an opportunity to put their case, relevant arguments should be heard, and relevant information should be accessible to all parties.
· Decision-makers shall act fairly and impartially.




Complaint Handling: Five Step Process

In all cases, the lowest level at which a matter can be dealt with shall always be preferred. If the club can deal with the complaint, then it should; if not, then the SAWPI should deal with the complaint. In serious cases the matter shall be referred to AWPI, and where appropriate to the relevant authorities.
(Please refer to attachment: A)

If a complaint relates to:

· Behaviour or an incident that occurred at the club level or involves people operating at the club level, then the complaint should be reported to and handled by the relevant club in the first instance with the MPIO being available at all times.
· Behaviour or an incident that occurred at the state level or involves people operating at the state level, then the complaint should be reported to and handled by SAWPI in the first instance, with the MPIO being available at all times.
· Behaviour or an incident that occurred at the national level or involves people operating at the state level, then the complaint should be reported to and handled by AWPI in the first instance, with the MPIO being available at all times.

All complaints will be dealt with promptly, seriously, sensitively and confidentially. Individuals and organisations may also pursue their complaint externally under anti-discrimination, child protection, criminal or other relevant legislation.

If the complaint relates to suspected child abuse, sexual assault or other criminal activity, then SAWPI will need to report the behaviour to the police and/or relevant government authority and our national body. This process does not preclude a member or associate from fulfilling their professional mandatory reporting responsibilities and obligations to the relevant authorities.


SAWPI aims for its complaints procedure to have integrity and be free of unfair repercussions or victimisation.




Step 1: Talk with the other person & Club Officials (if this is reasonable & appropriate)

In the first instance, you (the complainant) should try to address the problem with the person or people involved (respondent) if you feel able to do so. When an issue arises it is the first preference for the attempted resolution to occur directly between the parties involved at a personal or club level. If the complainant has any doubt on the seriousness of the issue then contact should be made with their club officials or SAWPI MPIO.
Once the complainant decides on their preferred option for resolution, the club will assist, where appropriate and necessary, as outlined in the resolution process. This may involve:
· Clarifying the different options available to help resolve the problem.
· Completing a SAWPI Complaint Form :(Located at end of this document)
· Mediating the discussion between the complainant and the respondent.
· Gathering more information (e.g. from other people who may have seen the behaviour).
· Seeking advice from SAWPI and/or AWPI or from an external agency (e.g. state department of sport (ORS) or anti-discrimination agency).
· Referring the complaint to SAWPI.
· Referring the complainant to an external agency such as a community mediation centre, the police or the anti-discrimination agency if required.

Step 2: Contact a Member Protection Information Officer (MPIO)
A Member Protection Information Officer is someone who is the first point of contact for issues of harassment, discrimination, bullying or abuse, and has been nominated by the association. They respond to all issues of harassment or complaints and child abuse as appropriate. The MPIO will listen to the complaint and advise the person of their options. The MPIO does not resolve the complaint, but is a critical resource for the complainant if:

· If the first step is not possible, or reasonable.
· The complainant is not sure how to address the issue.
· The complainant wants to talk confidentially about the problem with someone and obtain more information about the process.
· The problem continues after the complainant tried to address the issue directly with the person or people involved.


Refer to the SAWPI website or your club official for the contact details of your MPIO


The MPIO will:
· Take confidential notes about the complaint.
· Research the facts regarding the complaint.
· Determine how the compliant would like to address the matter and ask if the complainant requires support.
· Discuss with the compliant options for resolution of the problem.
· Act as a support person for the compliant.
· Provide reference to an appropriate person (e.g. Mediator) to help the complainant resolve the problem, if necessary.
· Inform the relevant government authorities and/or police if required by law to do so.
· Maintain confidentiality.




Step 3: Determine resolution response
 After talking with the MPIO, it may be decided:
· To seek a formal approach (refer Step 4).
· To seek a mediated resolution with the help of a third person (such as a mediator).
· To address the matter independently (or with support person such as a MPIO).
· There is no problem, or the problem is minor and the complainant elects not to take the matter further

At conclusion of the matter the MPIO shall ensure appropriate documentation is maintained by SAWPI or complainant’s club. At minimum a copy of the SAWPI complaint form shall remain on file for a period of no less than 7years.

Step 4: Making a formal complaint to State Body

If your complaint is not resolved following steps 1 to 3, then you can make a formal complaint in writing to the President of South Australian Water Polo Incorporated (SAWPI).  On receiving a formal complaint and based on the material you have provided, the President of SAWPI will decide on the most appropriate or required action.

SAWPI President in consultation with the nominated Board will make this decision based on a review of the facts as presented by the complainant, respondent and MPIO.

At conclusion of the matter the MPIO shall ensure appropriate documentation is maintained by SAWPI or complainant’s club. At minimum a copy of the SAWPI complaint form shall remain on file for a period of no less than 7 years.

Step 5: Escalating to National Body

If your complaint is not resolved by the listed approaches in steps 1 to 4, then the complainant can escalate the formal complaint in writing to the CEO of Australian Water Polo Inc. (AWPI).  On receiving a formal complaint and based on the material you have provided, the CEO of Australian Water Polo Inc will decide on the next most appropriate pathway of action.  For further information is provided on the AWPI website at:

http://www.australianwaterpolo.com.au/development/clubs-associations/membership-protection/

At conclusion of the matter the MPIO shall ensure appropriate documentation is maintained by SAWPI or complainant’s club. At minimum a copy of the SAWPI complaint form shall remain on file for a period of no less than 7 years.



Storage of complaint information

· Documentation related to above matters will be stored in a confidential and secure place.
· If the complaint was dealt with at a state level the information will be stored in the state association office for a period of not more than 7 years to allow for any civil actions and ensure resolution is final.
· If the matter is of a serious nature, or if the matter was escalated to and/or dealt with at the national level, the original document will be stored at the national office with a copy stored at the state office.
· Documentation is captured as a record of the matter and to aid the appropriate body in reforming practices and ensuring appropriate review of policies in the future.


http://www.playbytherules.net.au/about-complaints                                                        http://www.australianwaterpolo.com.au/development/clubs-associations/membership-protection/
Information adapted & sourced July 2011                       Policy Ratified August 2011 by SAWPI

Attachment A:       Outline of Complaint Management Process.
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	SAWPI : COMPLAINT REPORTING FORM
*Adapted from Member Protection Policy Revised (February 2011) 5.0

	

	Name of SAWPI person receiving complaint:
	                                                                                 Date:          /       /
                                                                                 Time:

	Complainant’s Name:
	
  Over 18                                                       Under 18

	Complainant’s contact details:
	Phone:
Email:
Address:

	Complainant’s role/status in club:
	  Administrator (volunteer)                   Parent
  Athlete/player                                              Spectator
  Coach/Assistant Coach                               Support Personnel
  Employee  (paid)                                           Other
  Official                                                      ………………………………….

	Name of person complained about:
	  Over 18                                                       Under 18

	Person complained about role/status in Club:
	  Administrator (volunteer)                   Parent
  Athlete/player                                              Spectator
  Coach/Assistant Coach                               Support Personnel
  Employee  (paid)                                           Other
  Official                                                      ………………………………….

	Location/event of alleged issue:





	Description of alleged issue:





















What they want to happen to fix issue:

	Names and contact details of any witnesses:




	Methods (if any) of attempted resolution:









	*SAWPI Administration Follow Up Only
Follow up action taken by SAWPI:














	SAWPI Administration Follow Up Only

Time line for action:


	 Less than 3 months to resolve

 Between 3 – 8 months to resolve

 More than 8 months to resolve

	Completed by Name:

Position:

Signature: ………………………………….

Date :         ………/…../…….
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This flow chart is a high level representation of the SAWPI complaint management process. The primary resolution pathway

recommended and encouraged by SAWPI is at personal/club level without escalation.
Please read the policy document for further details to ensure appropriate process is followed.
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