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Complaints Procedures
Scope

The complaints procedure operated by the Hawthorn Basketball Association Inc. offers formal routes for managing complaints, which have not been remedied by informal means.  
What sort of complaints can the Investigating Officer deal with?

The Investigating Officer is able to deal with complaints concerning an abuse of power, impropriety or other forms of misconduct by any player, coach, referee, official or spectator falling outside of those made by a match official or referee. The Investigating Officer can also deal with complaints concerning maladministration by the Hawthorn Basketball Association.
The Investigating Officer can deal with complaints regarding the above person/s in respect of actions before, during or after an officially scheduled match.
The Investigating Officer cannot review decisions of the Basketball Victoria Tribunal. 
What is the complaint handling process within the HBA?

Complaints received will be registered.  Registration consists of recording the day the complaint is received and creating a file for the complaint; 

An acknowledgement receipt, in writing shall be sent to the complainant; 

The complaint will be assessed by the Investigating Officer to determine whether or not the complaint requires further investigation. Investigation is not automatic. 

During the assessment process the Investigating Officer may do any or all of the following: 
· inspect relevant HBA files and documents
· interview any witnesses
· examine material provided by the complainant in support of the complaint
· seek to obtain relevant material from agencies or persons
· obtain independent legal advice on any of the issues raised 

Once the Investigating Officer has examined all of the relevant material during the assessment process the Investigating Officer will determine whether or not the complaint should be investigated. 

If the Investigating Officer determines that a complaint does not warrant investigation, the Investigating Officer will advise the complainant of this in writing. 

What factors are taken into account in determining whether or not to investigate a complaint?

The Investigating Officer takes the following factors into account when determining whether or not a complaint made should be investigated:

1. Whether the complaint is within HBA jurisdiction 

2. The nature of the available evidence 

3. The nature of the complaint: the seriousness of the issues and whether they raise concerns about public confidence, safety and integrity within the HBA guidelines and constitution 

4. The age of the complaint and the likelihood of uncovering relevant evidence 

5. Whether any other agency has examined or is examining the complaint and if so, the details and outcomes of any such investigation 

6. The likely impact of either investigating or not investigating a complaint any further in respect of any systemic, procedural or policy issues raised by the complaint 

7. The history of the complainant and whether he or she may possibly be vexatious 

8. HBA’s own policies and criteria for determining its own priorities and the best use of its resources 

The Investigation Process and the End Result

If the Investigating Officer determines that the complaint should be investigated the Investigating Officer may seek further evidence from the HBA including by way of interviewing witnesses or accessing documents in relation to the complaint.  
The Investigating Officer may determine that charges will be referred to the Basketball Victoria Tribunal in order to further facilitate a complaint. 

Once the Investigating Officer has finalised his or her comments and conclusions he or she will notify the complainant about the outcomes including any recommendations which he or she has made in respect of the matters investigated and provide such parties with an opportunity to comment on his proposed comments and conclusions. 

The Investigating Officer will, attempt to ensure that all issues which form the basis for his or her conclusions and recommendations are thoroughly canvassed so that full consideration can be given to the recommendations passed onto the HBA. 

You can use the pro-forma complaints form or alternatively, you can detail the complaint in a general form (including in bullet points).   

Confidentiality and the Data Protection 

Whilst complainants are informed that their privacy and confidentiality are assured, in the majority of cases disclosure will be necessary in order to progress the complaint.  Agreement to disclosure will be assumed unless the complainant specifies otherwise, using the complaint pro forma (below). 

Complainants should also be made aware that all formal complaints will be subject to monitoring and review in order to insure that the procedures are operated fairly and consistently and to ensure that appropriate action is taken to eliminate common causes of concern.  

All complainants should be asked to grant consent for the processing of their details for these purposes using the complaint pro forma, regardless of whether the initial complaint has been made via email, telephone or in writing.

Complaint Pro forma

Section 1

	Complainant:


	Date of receipt:

	Contact details:


	

	Preliminary investigation carried out by:


	

	Brief details of complaint:


	

	Remedy sought by complainant:


	


Section 2

	Initial findings:


	

	Date of completion:


	


Section 3

	Subsequent action &/ remedy determined:


	

	Date remedy implemented:


	Date complainant informed:

	Changes to operational procedures identified:


	

	Development/training identified:


	

	Signature of Investigating Officer:


	Date:


A copy of the completed form to be submitted to the Tribunal Chairperson.  If the complaint involves sexual harassment, discrimination or racial abuse of any nature, a copy must also be sent to the Basketball Victoria. (Members Protection Board).
