
From time to time incident occur during match days which need to be dealt with.  At SCNA we have a series of processes that should be adhered to when making a complaint. 
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COMMENTS


Positive comment regarding any aspect of fixtures or association in general is more than welcome at any time. Notes are made and passed onto the relevant bodies.





Who is making the compliant? What is their attitude? Do you want to listen?


Angry or hostile complaints will not be tolerated.








IF NO –  To any of these there are two options. 


Refer the person back to their club to take the necessary action.  


Have them complete A set penalties form 








ASK THIS QUESTION FIRST


What is the nature of the CQCQ?    


NB -  If it is urgent and directly affects the safety of anyone in the complex it needs to be reported immediately. 











SCNA – COMMENTS, QUERIES, COMPLAINTS AND QUESTIONS POLICY








SET PENALTIES FORM





 For all breaches of Code Of Conduct please complete set penalties Form.                                         





CLUB LEVEL – 





Each club should have procedures in place to deal with issues that arise. Those  procedures are up to the Committee of that club.  However when referring an incident to the Association there are two options:











IF YES – 


Listen and gather facts


 Who , what where and when.  Can you dissolve the situation so as it will go no further?





2. A FORMAL LETTER 


This must be submitted from the Club Committee and include the following:


The facts and facts only need to be highlighted.


A suggested course of action must be noted. (If it is a breach of Code of Conduct – Set Penalties must be completed)


At least two members of your club committee MUST sign the letter.





 What is the nature of concern?  Is it something that may be sorted quite quickly?








QUERY 


These are very general and often relate to processes and procedures of the association.  In most cases these can be answered by personnel at the office.





COMPLAINT 





Many complaints that occur can be dealt with by club personnel, or if minor in nature can be noted at the office.


However the office procedure is as follows:








QUESTIONS 


These are the most common and relate to facilities and draws etc. Where are the toilets? What Court am I on?  What is the rule regarding …? etc. In most cases these too can be answered by personnel at the office.  If they are specific questions you may be directed to another source for the correct information 











