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Informal	resolution	
procedure	followed	(see	
Club	Complaints	Policy)	

Is	the	complaint	of	a	
serious	nature	in	that	it	
needs	to	be	escalated	to	
an	external	party?	E.g.	
Police	or	GNZ	

Acknowledge	receipt	of	complaint	and	
agree	on	whether	it	should	be	handled	
formally	or	informally	

Yes	

Complaint	passed	to	
external	party	and	Club	
to	assist	with	information	
where	relevant.	

Confidentiality	of	all	
parties	to	be	maintained	
unless	instructed	
otherwise	

Club	receives	outcomes	
of	external	process	and	
implements	any	relevant	
recommendations	

No	

Club	puts	
outcomes	and	
recommendations	
into	action	where	
applicable	

Complaint	resolved?	

Yes	 No	

Club	puts	
outcomes	
into	action	
where	
applicable	

Re-visit	
informal	
procedure	or;	

Formal	
complaint	
made	or;	

Formal	complaint	

Formal	complaints	
procedure	followed.	

-	Communicate	process	and	
timelines	to	relevant	
parties	

-	Maintain	confidentiality	

Complaint	resolved?	

Yes	 No	

-	Review	process	and	
outcomes	

-	Complaints	procedure	
suspended	or	ended	

-	Escalation	to	GNZ	if	
appropriate			

Informal	complaint	

Complaint	received	

Complaints	
procedure	
suspended	or	
ended	


