
 

MARIST AUCKLAND WATER POLO CLUB (Inc) 

COMPLAINTS POLICY 

1.0 Purpose 

The purpose of this policy is to provide a fair, consistent, and transparent way of managing 
complaints within the club. 

The club is commi:ed to addressing concerns promptly, respec;ully, and in a manner that supports 
posi<ve rela<onships, player wellbeing, and the integrity of the club environment. 

2.0 Scope 

This process applies to all club-related complaints raised by or about: 
• Players (junior and senior)  
• Parents and caregivers  
• Coaches and team management  
• Referees and officials  
• Volunteers and commi:ee members  
• Any other individuals involved in club ac<vi<es  

Complaints may relate to behaviour, communica<on, selec<on, safety, wellbeing, or any other ma:er 
arising from par<cipa<on in club ac<vi<es. 
 
2.1 Exclusions - Immediate Safety and Safeguarding Concerns 

Any concern involving immediate risk to safety, harm, abuse, or safeguarding of a child or par<cipant 
must be reported immediately and is not required to follow the informal or formal complaint 
process. 

Such concerns should be escalated without delay to the Club President or appropriate emergency 
services if required. 

The priority in these situa<ons is the immediate safety and wellbeing of the individual(s) involved. 

3.0 Informal Resolu7on (First Step) 
Where appropriate, concerns should first be addressed informally. 

• The ma:er should be raised with the relevant Coordinator  
• The coordinator will seek to understand the concern and support informal resolu<on where 

appropriate  
• This may include discussion with relevant par<es such as coaches, players, or parents  
• Many issues can be resolved at this stage without formal escala<on  



If the ma:er is not resolved, or is not appropriate for informal handling, it may proceed to a formal 
complaint. 
 

4.0 Formal Complaint 

If informal resolu<on is not suitable or has not resolved the issue, a formal complaint may be 
submi:ed to the Club Secretary. 
A formal complaint should: 

• Be made in wri<ng (email is acceptable)  
• Clearly outline the concern and relevant details  
• Include dates, individuals involved, and any steps already taken to resolve the ma:er  

The Club Secretary will acknowledge receipt within a reasonable <meframe (typically 2–5 working 
days). 
 

5.0 Review and Inves7ga7on 

Once received, the club will: 
• Assess the nature and seriousness of the complaint  
• Assign an appropriate and impar<al person to manage the process  
• Gather relevant informa<on from involved par<es as required  
• Consider applicable policies, context, and evidence  

All par<es will be treated fairly and respec;ully. Confiden<ality will be maintained where 
appropriate, with informa<on shared only on a need-to-know basis. 
Where necessary, interim measures may be put in place to support safety, wellbeing, or ongoing club 
opera<ons. 
 

6.0 Outcome and Resolu7on 

Following review, the club may determine one or more outcomes, including: 
• No further ac<on  
• Informal media<on or facilitated discussion  
• Coaching or behavioural guidance  
• Changes to expecta<ons or processes  
• Formal warning or disciplinary ac<on (where applicable under club rules)  

Outcomes will be communicated to relevant par<es in a <mely manner, considering any privacy and 
legal obliga<ons.  
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