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Complaint Resolution Policy & Procedures

1. Purpose
The Fort Langley Canoe Club (FLCC) values fair, respectful, and transparent membership practices. This policy explains how individuals can raise concerns about membership issues and how the club will manage those concerns in a consistent, timely, confidential and respectful manner. 

2. Scope
This policy applies to:
· Current members of FLCC
· Coaches, volunteers, and board members when acting in a membership capacity
· Complaints related to membership status, eligibility, renewals, suspension, or conduct contrary to FLCC Bylaws, Policies & Procedures, Conditions of Membership or Members Code of Conduct

3. Definitions
Complainant
An FLCC member or individual covered by this policy who submits a concern through the FLCC Standardized Complaint Form. The complainant must complete the form in full and sign it for the complaint to be accepted for review.

Respondent
The individual(s) whose actions, behaviour, or decisions are identified as the subject of a complaint.

Complaint(s)
A formal written concern submitted exclusively through the FLCC Standardized Complaint Form. Complaints not submitted on the required form or lacking the complainant’s signature will not proceed.

Complaint Resolution Committee (CRC)
[bookmark: _Hlk230779672]The Complaint Resolution Committee (CRC) is composed of FLCC members, led by the Commodore or Vice Commodore, who provide fair and impartial oversight of the complaint process.  
Investigator
An individual(s) appointed by the CRC to gather facts relating to a complaint. Investigators must be impartial and recuse themselves if they have a conflict of interest. Investigators are not required to be members of the FLCC, however, where feasible, an investigator will be selected from within the FLCC.

Board of Directors (BOD)
The governing body of the FLCC that makes final decisions based on the Investigator(s) recommendations as well as any prior investigation details brought forward by the Commodore or Vice Commodore. 

Friend/Advocate
A support friend or advocate chosen by either the complainant or respondent to attend meetings during the process. 

4. Guiding Principles
Accessibility
· Complaints must be submitted in writing through use of the Standardized Complaint Form.   
Fairness & Impartiality
· The CRC and BOD will ensure complaints are managed with fairness, consistency, and impartiality. Board members, CRC members and Investigators with conflicts of interest must recuse themselves.
Person Focused
· The complainant and respondent have the option to have a friend or advocate present during the investigation process.
Right to Respond
· The complainant and respondent will have the opportunity to share their side of the story with the investigator(s) before a final decision is made by the BOD. 
Confidentiality (Need-to-Know Basis)
· All participants must keep all complaint information strictly confidential. Details of the investigation are shared on a ‘need to know basis,’ to manage or resolve the issue. Investigation records will be stored in a confidential file. Information may be disclosed if required by law, for safety concerns or relevant to the current investigation. 
    	  Responsiveness
· Within 72 hours of receiving a written complaint (Standardized Complaint Form) the Commodore or Vice Commodore, will contact the complainant to acknowledge receipt of the complaint and contact the respondent to advise of the complaint.
· The investigation will be initiated within seven (7) days after a fully completed and signed Standardized Complaint Form has been received and acknowledged by the Commodore or Vice Commodore. 
· Investigations should be completed within 45 days unless an extension is required, in which case written notice will be provided.
Responsibilities 
· Members: Submit concerns respectfully and provide all relevant details on the Standardized Complaint Form.
· Investigator: Gather facts relating to a complaint, including conducting interviews, reviewing documents, gathering evidence, and preparing an objective summary of findings.
· Complaint Resolution Committee: Support administration of the complaints process.
· Commodore or Vice Commodore: Provides oversight of the complaint process and ensures that any pertinent past investigation details are reported to the BOD.

5. Initial Steps to Resolve Complaints
· Try to resolve informally to clarify misunderstandings and/or find a solution.
· Submit a formal complaint using the FLCC Standardized Complaint Form. The form must be completed in full and include the complainant’s signature before it can be reviewed by the Commodore or Vice Commodore.

6. Complaint Review Procedure
· Initial Contact with Complainant and Respondent
The Commodore or Vice Commodore will receive complaints and acknowledge receipt of the complaint within 72 hours and advise all parties of FLCC Complaint Resolution Policy and Procedures. 

· Initial Review
The CRC reviews each complaint, determines the appropriate next steps (confirms adequate steps have been taken to resolve informally), appoints investigators when required, and supports investigators with role clarity and resources. Both complainant and respondent will be advised of named investigator(s) when determined. 

· Information Gathering 
The Investigator(s) will contact the complainant, respondent, and/or witnesses to gather information and review relevant documents. 

· Submission of Report
The investigator(s) submit their report to the Commodore or Vice Commodore. 

· Review and Recommendations
The Commodore or Vice Commodore upon receipt of the investigators report, adds any prior relevant investigation report details to the BOD.

· Board Action
The Board of Directors will determine what action, if any, is to be taken as a result of the investigation. 

· Communication of Outcome
Once the investigation has been completed any action to be taken will be communicated to the complainant and respondent. 

All information shared with either party will be limited to what can be disclosed while upholding the privacy and confidentiality rights of the complainant, respondent and third parties.

· Appeal process
If the complainant or the respondent believes that the process has not been adequate, information on available external appeal options will be provided upon request to the Board.

Adhering to FLCC’s Conditions of Membership, the Member Code of Conduct and Privacy Policy will reduce the frequency and intensity of complaints by members. 
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