The Pony Club Association of Victoria Inc.
Inc Reg No. AOO13413S

Options for Handling Complaints

Which option is best for our club?

There are various informal and formal processetsekiat to help address issues raised by a contpldinis
document contains information about a number abaghat may be suitable for use by your Club on€o

If, after reading this document, you are still unieswhat you should do, please contact your Zoned®eptative or
PCAV.

Which option isbest for my Club?
Informal Processes

Informal processes offer less structured processes as the complainant taking the issue up theeselr asking
for support to directly resolve the matter.
Examples of informal processes are:
e providing more information to the person complagnin
e suggesting the person complaining talk directiyhvgerson complained about the issue
e the DC or other club official meeting with persamwplained about
¢ informal discussion with all those involved faalied by club official
You might choose a informal process if:

e The issue is not a breach of the law

e The issue raises little or no risk of harm to ofbeople or horses

e The person complaining is not looking to lay blaonevanting disciplinary action
More information on each of the informal alternagvs provided below.

Formal Processes
Formal processes require following more structymextesses and involve other (sometimes outsidégpdo
resolve the issue.
Examples of formal processes are:
e Mediation
e Pony Club Committee Hearing
e Pony Club Committee Inquiry (e.g. President/repnesi#ve gathers more information & reports back to
Committee)
e Escalation within PCAV to Zone or State level
e Referral to external agency
You might choose a formal process if:
e The issue is not unlawful but cannot be resolvesilyea
e The issue is unlawful and there is a risk of hasrathers

e The issue raises concerns related to the welfatteediiorse and there is an actual or potentialaigiarm to
the horse

e There is a conflict of interest

e The complaint has not been resolved informal prsees
More information on each of the formal alternatii@provided below.
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External Processes
All allegations raising very serious issues or wild behaviour require urgent action and usuallyoine an
investigation. PCAV also requires these seriousamadinal allegations to be reported to it via y&dione
Representative or where the matter involves Zonsopeel directly to the Coaching Director.
Options for handling very serious complaints ineud

e Referral to police

e Referral to a child protection authority

e Referral to an anti-discrimination agency
More information on external processes is provideldw.

Informal
Providing mor e information to the person complaining

This is a good option when:
e You have clear guidelines available, eg. By-Lawsgd€of Conduct, Gear Rules etc. & it appears tladle
of awareness of these
e The person complaining is seeking greater undedstgn
e The complaint is in the early stages of the prac&ssviding information early in the process caiplto
inform both the person complaining and the cluthefavailable solutions

Recommended steps to follow:
e Provide person complaining with copy of relevantgaf By-Laws, Codes of Conduct and/or relevant
guidelines or rule (e.g. selection policy, geaesil
e Explain how these polices relate to the issue osques concern

Supporting person complaining to talk directly with person complained about

This is a good option when:
e The person complaining suggests this option
The complaint is in the early stages of the process
The focus of the person complaining is to move @wather than seeking to lay blame
There isn't a significant power imbalance
The person complaining is confident and/or isnficewned about victimisation
The club can protect the complainant against vietition (e.g. within club policies)
The issues are largely factual in nature and tiselitle emotion involved

Recommended steps to follow:

e |If the circumstances are appropriate, ask the pafsbey would feel comfortable raising the matisth the

person directly themselves
e Consider suggesting to the person complainingttieat

0 Be sensitive about when and where the talk takesefle.g. don't do it in front of riding members or

other parents)

o0 Avoid being emotional and don't personalise coreePnovide clear examples (e.g. when, where,

who)

0 Focus on the solution rather than problem (e.g. toomove forward rather than seeking to lay blame
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o0 Take responsibility to help move forward (e.g. offg to help set up canteen on the morning of pon
club, be a team manager)

M eeting with the person complained about

This is a good option when:
e The problem can be resolved by clarifying your slpblicies or rules
e There is a power imbalance between the person eomipd and the person complained about
e You yourself have observed the behaviour
e The person complaining requests this option

Recommended steps to follow:

e Find a time to talk privately with the person becgmplained about (e.g. not in front of riding meargor
parents)

e Let them know that concerns have been expresseaybut to make the discussion personal (e.geratan
saying the person is alleged to show favouritisohlaias towards their own child say there are caorsctrat
riders are not getting equal time in the lesson)

e Acknowledge their contribution to the club and dss policies or guidelines that help clarify thebtd
position on the issue (e.g. rally planning guide)

e Ask tor their perspective on the issue and whahtrhgve led to this being a concern

e Ask for their ideas on how to sort out the issue

e Check what further support might help them in tmele (e.g. swapping their child into another gréap
those lessons)

e Get back to the person complaining with the outcam# monitor the situation.

Informal discussion with all those involved

This is a good option when:
e The issue is not emotive or aggression isn't in@Iv
e It's appropriate for all parties to hear same ngssé same time (e.g. clarifying roles and resiolitgs)
e The person complaining is open to discussion witieioperson

Recommended steps to follow:

¢ Find a time and place when you can get the padgsther.

e Reassure both parties that the focus is on talpenly to try and move forward rather than layiteyie.

e Make sure both parties have equal 'air time' sp fibel heard (e.g the person complaining is corexabout
the coach shouting at riders and the coach ferdlss&td because he has too many riders of varyangastds
in their class).

e Refer to the club's policies and guidelines toifglaand provide direction (e.g. Codes of Behaviaoles and
responsibilities).

¢ Identify common ground and build on this for workeabolutions (e.g. that the coach needs more stippor
from parents and others in the club to undertagénér role, make up of groups need reviewing, gnall
group sizes for particular activities).

e Allow both parties to suggest solutions (e.g. nmaeents involve themselves with the team as a helpe
rider support., club run internal assessment ddetter align groups)

e Follow up with both parties to check that the pewblis resolved.
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Formal

M ediation

This is a good option when:

The person complaining requests it and the persogltomplained about is likely to be agreeabldi®
The allegations don't or are unlikely to warrang &rm of disciplinary action

The facts are not likely to be disputed

There isn't a significant power imbalance betwdendarties

Recommended steps to follow:

Explain to the person complaining and the persamgbeomplained about that mediation is a process th
may help them understand and explore their issnggraitually find resolution with the help of an
independent third party

Get agreement from both parties that they arengilto meet with a mediator to try and sort outrthei
problems

Contact your Zone Representative or PCAV if it iBoame matter to discuss the issue and arrange tieedif
appropriate. There can be costs associated wytihgpéor a mediator. Your Zone or PCAV can help you
source someone suitable.

Appoint a mediator

Ensure your club's Committee monitors the situadind reviews policies and procedures to prevent the
problem from reoccurring.

Club Committee Decision

This is a good option when:

The person complaining requests this action

Mediation is not possible

There is a possible detriment to either party

The parties have not been able to resolve the @mothemselves

There is a power imbalance between the parties

Emotions are aroused

The circumstances or facts are not agreed — egpitleshe said

The matter is unlikely to require an external irtigegion (e.g. it is not child abuse, physical exwal assault)
Disciplinary action is a possibility

For a repeat of a previous issue or an unresolhagtem

Recommended steps to follow:

Respond in writing to any complaint (written or bal) and explain the process the club’s committdieake
in dealing with the complaint.(e.g. a committeerireg.

For more information and guidance on managing timepdaint please refer to PCAV’s Guide to managing
breaches of the code of conduct

Inform the person being complained about of thegallions and the process the committee intends to
undertake to deal with the complaint.

Ensure both parties are given an opportunity tdheir side of the story before any decisionsraegle.
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Sometimes a decision can be made at a committemdéped which both parties are asked to attends Thi
process is suited to rules or policy disputes tbqtiire a quick resolution (e.g. when a decisiomesded so
as not to affect Zone qualifiers or competitiontjggration).

Alternatively a nominated representative of the outtee may be appointed to gather more informadioah
report back to the committee with recommendaticaferie decisions are made (e.g. more serious oitisens
complaints such as sexual or racial harassmeimtiolg rally attendance for the wrong horse).

Keep all parties to the complaint informed througfthie process.

Protect the person complaining and the person le@ngplained about from victimisation.

Manage any gossip or demands by people who knowt &éhe complaint.

Decisions must be made based on facts. Outcomés ioalude dismissal of the complaint, disciplinary
action, referral to PCAV or Zone for further invgsttion or referral to an external authority if theriousness
of the matter calls for it.

Decisions must be clearly communicated to all paréind offer a right of appeal.

The committee should review its policies and comicate the policies to club members and personnel to
prevent further similar issues arising.

Escalation to Zone or PCAV

This is a good option

When PCAV’s By-Laws, policies or your Club’s comgtion directs that this type of complaint be death
at Zone or State level and:

There is a possible conflict of interest (or closkationship or friendship) between the peopletendiub’s
committee and any of the parties to the complaint

It is beyond the skills of the committee and speakpertise or experience may be required to maniag
complaint

For a repeat of a previous issue that has not delerto be resolved at club level

The complaint has not been able to be resolvdueatitib level

The issue is more serious than first thought

Recommended steps to follow:

Review PCAV's Code of Conduct and procedures terstdnd how PCAV deals with complaints.
Contact your Zone or PCAV's Member Protection Infation Officer to discuss the complaint and if and
how your zone or PCAV could support your club todia the complaint.

If appropriate, refer the complaint to your zond”@AYV and clarify your club's role.

Keep the parties involved informed about the complarocess.

Protect the person complaining and the person lengplained about from victimisation.

Manage any gossip or demands by people who knowt &éhe complaint.

Implement any recommendations and review club palitd procedures as appropriate.

Referral to external agency

In the event that any matter is referred to anrealeagency you will need to notify your Zone Reganatative and

PCAV.

Please contact your Zone Representative or PCAWhexer you are unsure and need to seek furtheredsito
whether the matter should be referred to an extagency.
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This is a good option when:

e PCAV's rules and disciplinary procedures do nobeEnRCAV to be involved in the complaint (eg. youty

option may be to seek legal advice) eg. theft ol dlinds

e The person complaining chooses this option (whahltappen at any time during the complaint procsss)
sexual harassment complaint
After gathering more information, the complaint agrs to be very serious eg. stalking allegation
When the complaint involves harm or the risk ofrhao a child
Where the issue may be criminal or a breach ofawe
When an external investigation is required eg. wheo many conflicts of interest arise if PCAV wéve

investigate. Inthese circumstances your ZoneG&\Pcan often still assist you to source an appgedely
gualifies external party to conduct an investigatio
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