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	Northside Riding Club

Complaints Handling Policy



Introduction 
This policy is to assist members and others participating in events organised by Northside Riding Club with the timely and effective management of complaints and compliments. 
Policy
Northside welcomes feedback from members and others on any aspect of its operations. The aim of this policy is to improve the quality of Northside’s services by adopting a positive, blame-free approach to resolving complaints. Compliments received by Northside tell us what we’re doing right. Complaints received by the service are seen as an opportunity for improvement. All feedback is taken seriously. 
We will make all reasonable efforts to understand issues or concerns, and resolve complaints when they arise.
Concerns and complaints relating to kids
Northside has particular responsibilities relating to the safety of kids at its events. Everyone who participates at NRC events in any role must report any concerns or complaints about the safety or welfare of a child or young person. This includes inappropriate behaviour around kids or suspicion of abuse or harm to a kid.
Eveyone who participates at NRC events in any role must be confident that:
· they are able to report inappropriate behaviour around kids
· their complaints or concerns will be dealt with honestly and fairly.
How to report a complaint or concern
Any kid, volunteer, competitor or official can make a complaint or raise a concern related to inappropriate behaviour around kids.
The nominated Child Safety Contact Person for Northside is Club Secretary Jennifer Berryman – 0406 624 556. This person is the primary contact for complaints relating to kids. 
Any NRC Committee member is also able to receive complaints, either onsite at the Princess Anne Equestrian Arena  at an event or  via mobile contact details. Committee members may be identified by their official shirts at NRC events.
What NRC does when a complaint is made 
The Child Safety Contact Person or the NRC Committee member must:
· Listen to the person making the complaint or raising the concern
· Seek to resolve minor matters on the spot through mediation to mutual satisfaction of all concerned
· Explain to the person making the complaint what action will be taken if unable to resolve the matter immediately
· If the complaint or concern is serious, make a record on the Complaints Form
· In the case of an allegation of child abuse,
· Make a report to the NSW Department of Community Services 
· Inform everyone involved in this kind of complaint of the requirement to make this report
· Where the complaint involves inappropriate behaviour and a breach of the NRC Code of Conduct, the NRC Executive will take action in accordance with the NRC policies such as the  Child-safe, Child-friendly Policy section on Sanctions. 
Confidentiality
All individuals involved in a complaint must treat the matter confidentially.
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