Parramatta Football Club: Complaint Handling Policy

Parramatta Football Club (PFC) is committed to resolving grievances in a fair, timely, and
transparent manner. This policy outlines the process for managing complaints related to
discrimination, harassment, child safety, or general misconduct.

1. Guiding Principles

Our approach to complaint handling is based on:

¢ Impartiality: Every party involved will be treated with integrity and given the
opportunity to be heard.

e Confidentiality: Information will only be shared with those directly involved in the resolution process.

¢ Timeliness: We aim to acknowledge and resolve issues as quickly as possible to maintain a positive
club environment.

2. The Role of the MPIO

The Member Protection Information Officer (MPIO) is the first point of contact for any person wishing to raise
a concern. The MPIO provides information about the rights and responsibilities of the parties involved but
remains a neutral party throughout the process.

3. Complaint Procedure
Step 1: Formal Notification
All complaints must be submitted in writing via email to the MPIO at:
convener@parramattafc.com.au
The email should include a clear description of the incident, the parties involved and any witnesses.
Step 2: Initial Assessment
Upon receiving the email, the MPIO will:
1. Acknowledge receipt of the complaint within 48 hours.

2. Determine if the matter is "Informal" (resolvable through discussion/mediation) or "Formal" (requiring
investigation).

3. Assess if the matter must be escalated to the General Manager or relevant legal authorities (e.g., in
cases of child safety or criminal activity).

Step 3: Resolution Pathways

o Informal Resolution: If appropriate, the MPIO may facilitate a discussion between parties to reach an
amicable agreement or apology.

¢ Formal Investigation: If the matter is serious or cannot be resolved informally, the MPIO Convener will
oversee a formal review of the incident. This may involve interviewing the parties involved, gathering
witness statements, and reviewing any evidence. Once the review is complete, the MPIO Convener will
provide a detailed recommendation to the Club Executive Committee for a final decision.

Step 4: Decision and Action
Once the facts are established, the General Manager will decide. Outcomes may include:
e No further action required.

o Mediation or mandatory education/training.



e Formalwarnings.
e Suspension or termination of club membership.
5. Protection from Victimisation

PFC prohibits any form of retaliation or victimisation against a person for making a complaint or acting as a
witness. Any such behaviour will be treated as a serious breach of the Club Code of Conduct.



