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1 Complaints management procedures 
 
South Adelaide Basketball Club (SABC) takes all complaints regarding on and off court behaviour 
seriously.   

All Complaints will be handled based on the principles of procedural fairness and natural justice.  That 
is complaints and complainants must; 

o Be handled seriously 
o Be recorded 
o Provide all parties with an opportunity to respond and be aware of the nature of the 

complaint 
o Made in good faith.  Where the complaint is unfounded or vexatious the SABC 

Committee may recommend that the person/s lodging the complaint be suspended or 
expelled from the club. 

o Have resolutions that are unbiased/fair 
o Be handled in a timely and transparent manner 
o Have penalties imposed that are fair and reasonable 
o Be kept confidential as far as possible.  However person/s complained about may 

need to know about the individual making the complaint.   
o Not be victimised or ostracised further as a result of making a complaint. 
o Ensure all parties declare any interest in the process. 

 

1.1 Definitions  
 
The following definitions set out the meaning of words used in this policy and its attachments, without 
limiting the ordinary and natural meaning of the words. Abuse is the violation of an individual’s human 
or civil rights through the act or actions of another person or persons. Types of abuse include physical 
abuse, psychological or emotional abuse, sexual abuse, constraints and restrictive practices, financial 
abuse, legal or civil abuse and systemic abuse.  

Bullying is characterised by systematic, repeated, unreasonable behaviour directed at a person, 
group or persons that creates a risk to health and safety.  It is behaviour that a reasonable person in 
the circumstances would expect to victimise, humiliate, undermine, threaten, degrade, offend or 
intimidate a person.  One off instance can amount to bullying.  Bullying may be communicated 
directly, indirectly or online. Bullying may include; 

a. Verbal ie shouting, swearing, teasing, belittling remarks, persistent unjustified 
criticism 

b. Excluding or isolating person/s 
c. Spreading malicious rumours 
d. Emotional harassment 
e. Cyber bullying 

Child means a person who is under the age of 18. 

Child abuse involves conduct which puts a child at risk of harm and may include: 

• physical abuse, which occurs when a child has suffered, or is at risk of suffering, non-
accidental physical trauma or injury. This may include, but is not limited to, hitting, 
shaking or other physical harm; giving a child alcohol or drugs; or training that exceeds 
the child’s development or maturity. 
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• sexual abuse, which occurs when an adult, other child, or adolescent uses their power or 
authority to involve a child in a sexual activity or any other inappropriate conduct of a 
sexual nature (e.g. sexual intercourse, masturbation, oral sex, pornography, including 
child pornography, or inappropriate touching or conversations). 

• emotional abuse, which occurs when a child’s social, emotional, cognitive or intellectual 
development is impaired or threatened.  Emotional abuse can include, but is not limited 
to, emotional deprivation due to persistent rejection or criticism, hostility, teasing/bullying, 
humiliation, taunting, sarcasm, yelling, name-calling or placing unrealistic expectations on 
a child. 

• neglect, which occurs when a child’s basic necessities of life are not met and their health 
and development are affected.  Basic needs include food, water, shelter, adequate 
clothing, personal hygiene, timely provision of medical treatment and adequate 
supervision. 

Complaint means a complaint may be considered as any request for further information, clarity or 
disagreement with a decision, policy, or process of the Club or any action or inaction by an official. 

Complainant means the person making a complaint. 

Discrimination occurs when someone is treated (or is proposed to be treated) unfairly or less 
favourably than another person in the same or similar circumstances because of one of the personal 
characteristics covered by anti-discrimination laws. This is known as direct discrimination. Indirect 
discrimination occurs when there is (or is proposed) an unreasonable requirement, condition or 
practice that seems to treat everyone equally, but which has or is likely to have the effect of 
disadvantaging persons with a personal characteristic covered by anti-discrimination laws. 

In Australia, it is against the law to discriminate against someone.  Examples of discrimination are 
available on the Play by the Rules website: www.playbytherules.net.au/legal-stuff/discrimination 

Harassment is any type of unwelcome behaviour which has the effect of offending, humiliating or 
intimidating the person harassed. Unlawful harassment can be based on any of the personal 
characteristics covered by anti-discrimination law, such as a person’s race, sex, pregnancy, marital 
status or sexual orientation (see the list under “Discrimination”). 

Member Protection Officer (MPO) means a person appointed to be a point of contact for a person 
reporting an issue or a complaint under, or a breach of, this policy. Online training for complaint 
handlers can be accessed through www.playbytherules.net.au 

Respondent means the person whose behaviour is the subject of the complaint. 

Sexual harassment means unwelcome behaviour of a sexual nature which could reasonably be 
expected to make a person feel humiliated, intimidated or offended. Sexual harassment can take 
many different forms and may include unwelcome physical contact, verbal comments, jokes, 
propositions, displays of pornographic or offensive material or other behaviour that creates a sexually 
hostile environment. Sexual harassment does not have to be intentional. 

Victimisation means treating someone unfairly or unfavourably, or threatening to do so, because that 
person has, or intends to, pursue their right to make any complaint, including a complaint under 
government legislation (e.g. anti-discrimination legislation) or under this policy, or for supporting 
another person to make complaint. 
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1.2 Breaches of Procedures 
 

It is a breach of this Policy for any person to do anything contrary to this Policy, including but not 
limited to the following codes of behaviour; 

1. SABC does not support any behaviour that may constitute bullying or places the safety and 
welfare of children at risk.   

2. Bringing SABC, Basketball South Australia (BSA) or Basketball Australia (BA) into disrepute, or 
acting in a manner likely to bring those bodies into disrepute 

3. Failing to follow SABC policies or procedures  
4. Victimising another person/player for making or supporting a complaint 
5. Engaging in or attempting to engage in an inappropriate intimate relationship with a person that 

he or she supervises, has influence, authority or power over 
6. Assaulting another person 
7. Harassing, discriminating or intimidating another person directly or indirectly 
8. Making a complaint known to be untrue, vexatious, malicious or improper 
9. Failing to comply with a penalty imposed by the club 
10. Failing to comply with a direction given to a person as part of a disciplinary process 

 

1.3 Handling of Complaints & Issues 
 
Sport is driven by passion and emotion and it is therefore likely that issues will occur. How issues are 
managed can vary the impact on SABC.  Nipping issues in the bud appropriately will assist with 
maintaining a happy environment and ensure SABC is a club of preference.  

Too often they are ignored, hoping they will go away or correct procedures are not followed leading to 
dissatisfaction.  Therefore it is important that everyone involved is familiar with the SABC complaints 
management procedure. 

Whether you are making a complaint or managing a complaint, if you are unsure of your next step or 
your legal obligations contact the BSA Member Protection Officer. 

Frustration at a referee, team mate, coach, or sporting body should not be communicated on social 
media.  These issues should instead be addressed to SABC or BSA. 

If the complaint is team/selection based then the complainant should raise these concerns to the 
following person/s; 

1. Initially the player’s coach in writing.  To eliminate miscommunication and other allegations 
surfacing no coach will be personally approached only contacted via email,text message, 
messenger, whatsapp etc. 

2. If the matter cannot be resolved with the coach then the matter should be escalated to the 
Division 1 coach.  

3. If the matter still cannot be resolved or the player’s coach is the Division 1 coach then the 
matter should be escalated to the Junior or Senior Program Manager (contact details can be 
found on the SABC internet site).   

4. If still unresolved the matter will be escalated to the Committee/Executive where a formal 
hearing may be arranged. 

If the matter involves fee or financial concerns then contact should be made with the SABC Treasurer 
via email treasurer@southadelaidebasketball.com.au . 

In all other matters a complaint may be handled informally or formally.  The complainant may indicate 
his or her preferred option and the Member Protection Officer should consider whether that is an 
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appropriate way to handle the particular complaint.  For example, the law may require that the 
complaint/allegation be reported to an appropriate authority. 

If the issue is relating to a child (under 18) you must consider your moral or legal obligation to make a 
report to the Child Abuse Report Line (CARL) 13 14 78 if you are aware of, or have formed a 
suspicion that, a child is being, or at risk of being, abused or neglected. 

All club coaches/employees/volunteers are mandated notifiers and have a legal obligation to report 
any suspicions to the CARL. 

A club official receiving a complaint should direct the complaint to the following persons and in the 
following order until the matter has been resolved and all parties are satisfied with the outcome. 

Member Protection Officer – who will assess and decide appropriate course of action and 
consult on all matters at least one of the persons listed below regarding the issue. 

Junior or Senior Program Manager 

Club President 

All complaints will be recorded on a complaint form (see Appendix A) by the MPO who shall then 
involve the above person/s in any investigation.   

All complaints need to be lodged within 28 days of the incident.  The MPO should when dealing with 
a complaint document the following; 

1. Nature of complaint in complainants words 
2. Record all information 
3. Person/s involved and their role within the club 
4. Witnesses 
5. What complainant would like to happen 
6. Complainant’s contact details  
7. Find out the nature of the relationship between the complainant and the person complained 

about (for example, coach/competitor, team members, etc) 
8. Ask the complainant whether they fear victimisation or other consequences. 
9. Find out what outcome the complainant wants and if they need any support. 

Upon receipt of a written complaint the MPO will acknowledge receipt of that complaint within 48 
hours by email or text message. 

SABC will aim to have complaints resolved as quickly as possible and at least within 30 days.  There 
may be complicated matters requiring more time.  If this is the case the complainant shall be notified 
of the time extension and reasons prior to the 30 days. 

All complaints are to be tabled in a report and recorded at Committee meetings (the specific nature of 
complaints will not be provided to the committee just the general nature to maintain confidentiality).   

The Executive Committee must agree to the resolution.  Once accepted the MPO shall provide a 
written report to the complainant/s detailing the outcome and resolution.  This may be via email. 

Investigations that reveal a club member acted against policy or procedure the matter will be referred 
to the Executive Committee for discussion of appropriate action. 
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1.4 Disciplinary Measures 
 

Disciplinary action will be taken against any person found to have breached SABC policy.  Any 
disciplinary measures will be; 

1. Fair and reasonable 
2. Based on evidence presented 
3. Based on seriousness 

1.4.1 Measures can include; 

1. SABC may bring all parties together to discuss the issue via mediation.  Refusal to participate 
may involve further disciplinary measures being imposed. 

2. Taking no action and complaint dismissed 
3. Caution/warning 
4. Gather further information from witnesses 
5. Refer matter to BSA - Complaints that are serious will be referred to BSA.   
6. Refer matter to SAPOL - Complaints that may relate to suspected child abuse, assault or any 

other criminal activity will be referred forthwith to SAPOL. 
7. Refer matter to another external agency 
8. If the complaint is a matter dealt with in the Basketball Australia Member Protection By-Law it 

shall be dealt with in accordance with that By-Law. 
9. Verbal or written apology 
10. Counselling/training to address issue 
11. Suspension or termination of membership 
12. Prevention from participation in tournament/s, training or games. 
13. Fine 
14. Any other measure the Executive Committee considers reasonable and appropriate, such as 

SABC acknowledging an undertaking to review or implement practices/polices/procedures 

If the MPO has a conflict then the Junior or Senior Program Manager will resume role of handling the 
complaint/investigation. 

Complaints that are vexatious and/or mere personal grievances will not be investigated. 

1.4.2 Factors to consider  

The form of discipline to be imposed on an individual or organisation will depend on factors, such as: 

• the nature and seriousness of the breach 
• if the person knew, or should have known, that the behaviour was a breach of the policy 
• the person’s level of contrition 
• the effect of the proposed disciplinary measures on the person, including any personal, 

professional or financial consequences 
• if there have been any relevant prior warnings or disciplinary action 
• the ability to enforce disciplinary measures if the person is a parent or spectator (even if 

they are bound by the policy) 
• any other mitigating circumstances. 

 
 
 



 

 8  SABC Complaints Mgmt & Member protection Policy  
Review Date 30/8/2020 

1.5 Appeal 
 
A member may appeal a decision to the Executive/Committee within 14 days of the decision where 
the Committee will review the decision.  In the event of an appeal a determination for termination of 
membership shall be withheld pending the appeal. 

Once finalised at club level if it is a member protection issue then an appeal can be lodged with BSA 
MPO.  
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RECORD OF FORMAL COMPLAINT 

 

Complainant’s Name  

  Over 18                           Under 18 

Date Formal Complaint  

Received:      /       / 

Complainant’s contact 
details 

Phone: 
Email: 

Complainant’s 
role/position  

  Administrator (volunteer)                              Parent 
  Athlete/player                                               Spectator 

  Coach/Assistant Coach                               Support Personnel 

  Employee  (paid)                                          Other 

  Official                                                       ………………………………….                                                

Name of person 
complained about 
(respondent) 

 

  Over 18                                                       Under 18 

Respondent’s role/position    Administrator (volunteer)                              Parent 
  Athlete/player                                               Spectator 

  Coach/Assistant Coach                               Support Personnel 

  Employee  (paid)                                          Other 

  Official                                                       ………………………………….                                                                      

Location/event of alleged 
incident 

 

Description of alleged 
incident 

 

 

 

 

 

 

 

 

Nature of complaint 
(category/basis/grounds) 

 

Tick more than one box if 
necessary 

 Harassment     or         Discrimination 

 Sexual/sexist          Selection dispute                 Coaching methods 

 Sexuality                 Personality clash                 Verbal abuse 

 Race                        Bullying                               Physical abuse     

 Religion                   Disability                              Victimisation 

 Pregnancy              Child Abuse                          Unfair decision 

 Other ………………………………………………………………… 
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What does complainant 
want to see happen 

 

 

 

 

Witnesses 

 

 

 

Methods (if any) of 
attempted informal 
resolution 

 

 

 

 

 

 

 

 

If investigated: 

 

Date: 

Finding 

 

 

 

Committee:  

 

Date: 

 

 

Decision 

 

 

Action recommended  
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Action: 

 

 

 

 

Type of action: 

 

Date of action: 

 

Both/all parties present 

 

Agreement 

 

 

 

If decision was appealed 

 

 

Decision 

 

 

Action recommended 

 

 

Resolution  Less than 3 months to resolve 

 Between 3 – 8 months to resolve 

 More than 8 months to resolve 

Completed by 

 

Name: 

Position: 

Signature:                                                                       Date      /     /      

 

Signed by: 

 

Complainant: 

 

Respondent: 

This record and any notes must be kept confidential and secure. If the complaint is of a serious nature, or if it 
is taken to and/or dealt with at the state level, the original record must be provided to BSA and a copy kept 
with the SABC where the complaint was first made.  
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