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Taunton Vale Hockey Club – Complaints Policy
1. Purpose
Taunton Vale Hockey Club is committed to providing a safe, inclusive, and respectful environment for all players, coaches, volunteers, and supporters. This policy outlines the process for raising and resolving complaints fairly and efficiently.
2. Scope
This policy applies to all members of Taunton Vale Hockey Club, including players, parents, coaches, volunteers, and spectators. It covers general complaints related to club activities, conduct, and operations. Safeguarding and welfare concerns are addressed separately under the Club’s Safeguarding Policy.
3. General Complaints Procedure
If a member wishes to raise a concern or complaint, the following escalation route should be followed:
Team Captain – The player should first raise the issue with their team captain, who will aim to resolve the matter informally.
Players’ Representative – If the issue remains unresolved, it should be escalated to the Players’ Representative for the relevant section (Men’s or Ladies’).
Section Head – The next step is to contact the Head of the relevant section (Men’s or Ladies’) for further review and resolution.
Club Chair – If the complaint is still unresolved, it may be escalated to the Club Chair, whose decision will be final.
4. Safeguarding and Welfare Concerns
Any concerns relating to welfare or safeguarding must be raised directly with the Club Welfare Officer. These concerns will be handled in accordance with:
- The Taunton Vale Hockey Club Safeguarding Policy
- Guidance and procedures from England Hockey

The Welfare Officer will liaise with England Hockey to ensure appropriate action is taken.
5. Timeframes
- Acknowledgement: Complaints will be acknowledged within 5 working days.
- Resolution: The club aims to resolve complaints within 15 working days, depending on complexity.
6. Confidentiality and Fairness
All complaints will be handled confidentially and in line with data protection regulations. The club is committed to ensuring that no individual is treated unfairly or discriminated against for raising a concern.
7. Review
This policy will be reviewed annually by the Club Committee or sooner if required by changes in legislation or England Hockey guidance.
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