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GYC Complaints procedure 

GYC is committed to making our club safe, supportive and inclusive, though occasionally things do 

go wrong.  This policy describes how we handle concerns or complaints about GYC as a club or 

about any GYC member or volunteer.   

Informal complaints  

For minor grievances not related to safety or serious breaches of the byelaws, we would like to 

encourage a culture of informal problem solving.  Most differences of opinion, mistakes or failings do 

not need to be taken through a complaints procedure, so we urge common sense and talking things 

through if no one is at risk of serious harm.  

If the complaint relates to a particular person – please consider talking it through with them 

informally if you feel able to do so.  

If the complaint is related to a particular activity at the club, please consider talking to the lead 

volunteer (such as the Rowing Captain if the issue is related to rowing activity) and explain the 

problem.  If possible, point to the specific byelaw or policy that is of concern.  Volunteers need and 

deserve feedback and often this will make the difference you seek.  

If this does not achieve the result you want, you might consider an informal conversation with the 

Flag Officer responsible for activity – so Vice Commodore for water-side activities and Rear 

Commodore for shore-side.  

Formal complaints 

GYC defines a formal complaint as ‘any expression of dissatisfaction with the activities, members, 

volunteers, or approach of the organisation that requires a formal response’. 

You should use the formal complaints process if:  

 The issue is serious, in particular if it risks the welfare or safety of another person 

 You have tried to resolve this as an informal complaint and are not happy with the outcome 

GYC aims to handle formal complaints in a way that:  

 is straight forward for the complainant 

 is dealt with promptly 

 helps us to learn from the complaint and do better in future 

 is proportionate; we don’t over react but nor do we underestimate the severity of a 

problem 

The responsibility of GYC will be to: 

 acknowledge the formal complaint in writing; 

 respond within a stated period of time; 

 deal reasonably and sensitively with the complaint; 

 take action where appropriate. 
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