Victorian Amateur Pistol Association Inc

GRIEVANCE/COMPLAINT POLICY

Reference: Shooting Australia - Member Protection Policy 2015

Pistol Australia - Code of Conduct

Victorian Amateur Pistol Association is committed to addressing and quickly resolving complaints with
the aim of improving processes which have led to the complaint.

When handled well, complaints are an opportunity to:

e Improve the way we interact within our sport
e Preserve member relationships and increase member satisfaction
e Preserve the reputation of Victorian Amateur Pistol Association and all our Clubs

All members are encouraged to seek advice if they are unsure of the procedure to manage, resolve or
report complaints.

MEMBER GRIEVANCE/COMPLAINT

1. The member shall first attempt to resolve the grievance with his/her Committee of
Management

2. If this has not proven satisfactory, the matter may then be escalated to the Executive
Committee of Victorian Amateur Pistol Association

VISITOR/CONTRACTOR COMPLAINT

1. Always acknowledge that something has happened and express regret — this is not an
admission of guilt or liability. Let the visitor/contractor know that their concerns will be
investigated and addressed and provide a short response to the complaint. This should be
done regardless of how trivial the complaint is perceived to be.

2. Document all formal complaints to present to the committee of management of your club

3. Club committee of management should investigate and respond to the person making the
complaint in a timely manner, letting them know the results of the investigation and the steps
you are taking to ensure the matter does not occur again.
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