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Complaints and Sanctions Procedure
The Club’s constitution (its Articles of Association) provides for the General Management Committee (GMC) to “adopt policies and practices for the handling of complaints, grievances and discipline in relation to the conduct of members, including the non payment of subscriptions, and the application of sanctions. Sanctions may include, in the last resort, the power of expulsion from the Club.” 
The Club has a Code of Conduct and a number of other Policies, breach of any of which might give rise to a complaint. A complaint may concern conduct of which the complainant claims personally to have been a victim, or it may concern conduct that is alleged to merit a sanction more generally. 
Where minor disagreements or disputes occur, it is expected that there will always be attempts to resolve them informally with mutual respect and understanding and the application of commonsense. Not all complaints merit the use of the formal investigation procedure. 
Where a more serious breach is alleged, the following is a guide to the procedure that should be adopted. Serious breaches and formal investigations are rare, and how each case should be handled may depend on its own circumstances.

The Club Secretary has an important role to play in advising how the matter should be handled. 
The complainant should report the matter as soon as possible, orally and then in writing to the Club Secretary or to another member of the GMC. The report should include as much detail as possible as to the circumstances giving rise to the complaint. Where the complaint concerns conduct of which the complainant claims to have been a victim, the complainant should give an indication as to the desired outcome.
If the person is alleged to have broken club rules or policies is an employee of the Club, the Club will regard the incident as a disciplinary issue and will follow the disciplinary procedure set out for employees.

If the person against whom the allegation is made is not an employee of the Club, the GMC or representatives of that committee will normally be responsible for investigating the complaint and for any decisions that follow.

Where the complaint is about the conduct of a member or non-member directly relating to playing tennis or squash, the investigation will normally be conducted by members of the relevant committee as directed by the relevant secretary.

Both the squash and tennis committees reserve the right to judge that the issues are sufficiently serious for the GMC to handle the complaint.

If the GMC is to handle a complaint, it should normally nominate a suitable person or persons to investigate the complaint (the investigator/s) and empower the investigator/s to impose a limited sanction. 
The GMC may dismiss a complaint without an investigation if the complaint relates to conduct that is alleged to have occurred so far in the past that a fair investigation cannot be carried out.
The investigator/s should follow a process that is fair, timely and proportionate to the seriousness of the issue. The investigator/s should first to determine the facts (if disputed), and then, if the facts demonstrate a breach, what outcome would be just and effective. 
The GMC may empower the investigator/s to determine and impose a limited sanction: that is, a warning as to future conduct, or a prohibition on access to all or some of the club’s facilities for no more than 14 days. 
If the investigator/s are of the view that a more serious sanction is appropriate, they must refer it to the GMC which should adopt a process that is fair, timely and proportionate to the issue. If the complaint is upheld, the GMC may impose a sanction that can include suspension from access to club facilities/membership for a specified period, or permanent exclusion from club facilities/membership. 

Care should be taken to ensure as far as possible that any investigator or member of the GMC called upon to exercise judgment is free from bias. The test is whether there is a risk that a fair-minded and informed observer would see any decision arising from the involvement of the individual as flawed. This is particularly important if the complaint involves a member or members of the GMC,  
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