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NUEL SC Complaints Policy 
 
Newham & UEL SC is committed to handling all complaints and disputes fairly, justly and in a proportionate manner in accordance with its Articles of Association, Swim England Regulations and the Swim England Club Complaints Guidance. 
 
This policy does not cover: 
· Safeguarding and welfare: all members have the right to feel safe in our sport; NUEL SC has adopted Wavepower which is Swim England’s safeguarding policy.  If you have a safeguarding concern please contact a club welfare officer at nuelwelfare@gmail.com 
· Code of Conduct breaches: code of conduct breaches will be dealt with following NUEL SC Behaviour Policy. 
 
Step One 
 
Where there is an internal Club dispute between members of the Club or a complaint concerning an alleged breach of the Club’s rules, the relevant parties should attempt to resolve the matter informally through discussion.   
 
In the first instance, a complainant should contact the Lead Coach responsible for the relevant squad who will endeavour to resolve the dispute. The Lead Coach may involve the Management Team and/or the Head Coach to assist with resolution of the matter depending on the circumstances.   
 
Step Two 
 
If the matter cannot be resolved at Step One, a complainant may make a formal Club Complaint by submitting to the Chair at nuelscchairman@gmail.com an Internal Club Complaint Form within 28 days of the matter being complained about arising.   
 
A complainant can obtain an internal Club Complaint Form from the Club Secretary at clubsecretarynsc@gmail.com. The Club Secretary will also provide the parties to a dispute with the Swim England Club Complaints Guidance on imposition of Sanctions. 
 
Once the Club Complaint Form is completed by the complainant and submitted to the Chair, it will be provided by the Chair to the respondent to complete.  The respondent should provide their response  to the Chair within 28 days.  The Chair will then forward that response to the complainant. 
 
In each case, the Chair will provide the forms to the parties within seven days.  Where a Club Complaint identifies the Chair as the respondent, or where the Chair is not able to be impartial for any reason, another member of the Committee shall act in place of the Chair. 
 
The process in Step Two does not preclude the parties from trying to resolve the matter informally at any point. Time limits will be paused while informal resolution is taking place.   
  
Step Three 
 
Where a matter cannot be resolved at Step Two, a Club Complaint Hearing will take place following the procedure in the Swim England Judicial Regulations.  This does not preclude the parties from deciding to seek informal resolution at any point and timeframes set out in the Swim England Judicial Regulations will be paused while the parties seek to come to an informal resolution. 
 
Within 28 days of receiving the respondent’s reply to the Club Complaint, the Chair shall appoint a Club Complaint Panel formed of three members of Swim England.  The Club Complaint Panel must then appoint one of these members as the Chair. No one who has been involved with the complaint, or the matter giving rise to it, should sit on the Club Complaint Panel.  This includes the Club Chair and anyone connected with the parties involved such as relatives or close friends. 
 
Parties to a Club Complaint may object to any individual sitting on the Club Complaint Panel on the basis that the person is not impartial within seven days following the process in Regulation 104.3 of the Judicial Regulations. 
 
The Chair of the Club Complaint Panel shall follow the procedure for Club Complaint Hearings set out in the Judicial Regulations. 
 
Step Four 
 
On completion of the Club Complaint Hearing, the Club Complaint Panel shall provide a written decision to the parties and the Club Chair within 28 days detailing any sanctions imposed and the reasons; the reasons shall include an outline of any relevant aggravating or mitigating factors that the Club Complaint Panel applied in determining the sanction.  Where sanctions are imposed, the Club Panel must have consideration to the Club’s Articles of Association and to Swim England’s sanction guidance.  The written decision will also be provided to Swim England at judicial@swimming.org. 
 
Club Complaint outcomes may be appealed in limited circumstances set out in the Judicial Regulations. Further information on the Club Complaints process can be found here. 
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