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COMPLAINT HANDLING POLICY 

Version: 0 Revised on: 26/7/26 

 
Purpose 
The aim of this policy is to provide a mechanism to raise disputes or complaints and ensure that they 
are dealt with fairly, promptly and efficiently.  
 
Scope 
This policy covers all WBA members and staff. This policy applies to all clubs, associaƟons and 
member groups in the absence of a similar club policy.  
 
DefiniƟons 
Complaint - An expression of dissaƟsfacƟon made in regard to incident on or off the court or about 
us, our services, or the handling of a complaint at a lower level. 
 
Policy 
IntroducƟon 

The WBA recognises that complaints are a mechanism for affecƟng improvement and as such 
promote a culture where people feel comfortable to raise complaints. 
We take all reasonable steps to ensure that people making complaints are not adversely affected 
because a complaint has been made by them or on their behalf.  
The intent of this policy is to resolve disputes and complaints, however nothing in this policy 
limits a person’s statutory rights. 
It’s the WBA’s intent to ensure that all disputes and complaints are:  

• Acknowledged and responded to, even those assessed as unsubstanƟated 

• Handled with integrity in an objecƟve manner that is respecƞul to all parƟes  

• InvesƟgated following a process of natural jusƟce and to ensure procedural fairness  

• InvesƟgated without bias, perceived or real conflict of interest  

 
Complaints will be assessed and prioriƟsed in accordance with the urgency and/or seriousness of 
the issues raised. 
 
Anyone raising a dispute or complaint is enƟtled to support or assistance from the WBA. 
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2.0 Complaint Handling   
Step 1: 
• Approach the Court Supervisor where possible. They are on hand to resolve complaints and de-
escalate potenƟal conflicts.   

 Court Supervisors will aƩempt to address complaints regarding behaviour, match 
proceedings, game day proceedings (eg. Teampay). 

 Referees can address on-court issues (with Court Supervisors if necessary), using a 
Behavioural Technical Foul and/or Official ReporƟng mechanisms. 

 Should step 1 not be effecƟve, or the complaint does not originate from the 
compeƟƟon seƫng, you may go to step 2. 

 
Step 2:  
The following applies if you wish to raise a complaint: 

 Complaints should be lodged through your club secretary/administrator. 

 If you are not a member of a club the complaint may be lodged direct to the WBA. 

 Complaint shall be received within 4 working days of the incident.  

 Complaints are to be submiƩed using the Complaint ReporƟng Form Part A 
(appendix 1), by email to admin@whyallabasketball.com.au 

  
 
Process 
On receipt of a complaint, the following process will apply:  
a. Ensure complaint is submiƩed in the required format, if not ask the complainant to do so. 

b. Complaint referred to the complaint handling officer OR appropriate WBA 
representaƟve/department to follow up. 

c. Create a new folder for this complaint in the WBA OneDrive> Tribunal - Reports – Complaints 
folder.  Add Keep all correspondence pertaining to it in here.  

d. IniƟate Part B of the Complaint Handling form, Appendix 2: 

a. Complaint shall be acknowledged in wriƟng within 48 hours by the WBA. 

b. Contact the accused and any other witnesses and gain statements from them. 

c. Review surveillance footage of the incident if necessary. 

d. Assess the complaint. If this assessment escalates the complaint to an official report 
Hearing, refer to the WBA Tribunal Process Guide as required. 

e. The complainant will be made aware of the invesƟgaƟon process proposed. 

f. An outcome and penalty will be determined and all parƟes noƟfied. When 
appropriate, an explanaƟon will be provided but is not a mandatory requirement. 

g. Complaints will be closed out with a level of flexibility within 14 days of 
acknowledgement. 

h. The complainant’s idenƟty will be protected where pracƟcal. 

e. Should a saƟsfactory process not be followed, the complainant may proceed to Step 3 to 
place an appeal. Records of conversaƟons and other invesƟgaƟons should be aƩached as a 
transparent record should the complaint proceed to Step 3. 
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Step 3: 
If a saƟsfactory process has not been followed, an appeal may be lodged via email to the WBA 
(or equivalent authority) who will review the complaint documentaƟon.  They may:  

• Confirm the process and outcome as reasonable  

• Refer the complaint to a Member ProtecƟon Tribunal  

• Refer the complaint to SAC Basketball for review 

• Refer the complaint to an independent external body e.g. State Sports Dispute Centre for 

review and/or invesƟgaƟon.  

 
3.1 Complaint Outcome Disciplinary Processes 
An outcome of a complaint may warrant the imposiƟon of disciplinary measures (sancƟons).  
SancƟons will be applied in a fair and reasonable way.  The authority to issue sancƟons is limited 
to the WBA execuƟve, Club President/CommiƩee, Tribunal Commission Chair, or SAC.  
SancƟons will be considered in the following circumstances:  

• Behaviour is in breach of SA Country, member policy, or codes of behaviour  

• Behaviour is in breach of WBA rules, regulaƟons or by-laws governing the acƟvity   

• AcƟons contradict reasonable instrucƟons given by an official, or other authority figure  

• AcƟons contradict the behaviours outlined in BSA’s Behaviour Management Framework  

• AcƟons are deemed detrimental to a posiƟve culture (e.g. brings sport into disrepute)  

• Failure to respond to a complaint when requested. 

 

If the determinaƟon aligns with an exisƟng policy, sancƟons will be determined pursuant to that 
policy. In other cases, sancƟons imposed may consist of one or more of the following:  

• DirecƟon that the individual make a verbal or wriƩen apology  

• A warning issued with consequences outlined if a re-offense occurs  

• DirecƟon to aƩend counselling or complete a specified training course  

• A suspension from acƟvity (e.g. games)  

• A demoƟon or transfer  

• A withdrawal of awards (or other accolades)   

• TerminaƟon of appointment or membership  

• An individual and/or club fine  

 
AddiƟonal InformaƟon  

• Basketball Australia Member ProtecƟon Policy and Code of Conduct/Behaviour  

• BSA023 Behaviour Management Framework  

• SAC Basketball Tribunal By-laws
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COMPLAINT REPORTING FORM - PART A 
 
To be lodged by club secretary within 4 working days of the incident. 

Complainant’s Name and 
Contact Details 

Name:   

Phone:   

Club: 

  Over 18            Under 18  

Email:   

 

Complainant’s role in 
AssociaƟon 

 Administrator / Committee 
 Parent 
 Player/s 

 Spectator 

 Coach/Assistant Coach 

 Official  

 Support Personnel 

 Other ………………………. 

Person/s complained 
about 

Name:  

Club (If Applicable):  

 Over 18          Under 18 

 

Person complained about 
role/status in AssociaƟon 

 Administrator / Committee 
 Parent 
 Player/s 

 Spectator 

 Coach/Assistant Coach 

 Official 

 Support Personnel 

 Other …………………...... 

LocaƟon/event of alleged 
issue. 

Exact Ɵme, which quarter, 
where on the crt (or off the 
crt), date, etc all helps.  

   

Nature of Complaint 
(category/basis/grounds) 

Can Ɵck more than one box 

 Harassment 

 Victimisation  

 Discrimination 

 Sexual/sexist 

 Coaching method          

 Race 

 Bullying 

 Physical abuse 

 Religion 

 Disability  

 Child Abuse 

 Unfair decision 

 Personality clash 

 Verbal abuse 

 Other …………….. 

The Complaint 

DescripƟon of alleged issue 
from Complainant.  
Be as detailed as possible. 

 

 

 

 

 

Preferred Outcome 
What do you want to 
happen to fix the issue? 

 Reprimand 
 Stadium ban 
 Escalate to Tribunal Process 

 First and Final warning  

 Written Apology 

 Other……………………….. 
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COMPLAINT REPORTING FORM – PART B 
 
For Office use only  

Complainant from:  Against: 

WBA representaƟve 
processing the complaint  

Name: 

Complaint Received Date: Time: 

Confirm acknowledgement Date: Time: 

DescripƟon of alleged issue 
by accused. 

Contact the accused either 
verbally or via email/text 
and inform them of the 
allegaƟons against them. 
Obtain a statement in 
wriƟng of THEIR account of 
events. 
To protect the complainant 
the exact wording from the 
complainant does not need 
to be provided. 
Names of minors must be 
redacted. 

 

 

 

Witness Statements 

Contact any other witnesses 
and gain wriƩen statements 
from them.  Save them into 
this doc or OneDrive folder 

 

 

Review surveillance footage 
of the incident 

Save any relevant footage 
into the relevant OneDrive 
Folder  

 

 

Contact Complainant 

Ask any quesƟons that may 
have arrived from the 
Witness statements, footage 
or conversaƟon with the 
accused.  
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ResoluƟon and/or acƟon 
taken.  

This secƟon should always 
be done via consultaƟon 
with another WBA ExecuƟve 
member/s, SAC or the 
tribunal Chairperson for 
advice on whether 
acƟon/penalƟes should be 
applied.  

Escalate to Tribunal process 
if necessary.  

 

 

 

Communicate Outcome 

It’s important to keep all 
parƟes informed. Once a 
process is decided on or an 
outcome is determined 
noƟfy all parƟes. When 
appropriate, an explanaƟon 
will be provided but is not a 
mandatory requirement. 

 

Follow-up acƟon 

Ensure any acƟons required 
did occur, for example. If an 
apology was to be given, did 
it happen? 

Or was requested training 
competed and cerƟficate 
provided.  

Ensure all documentaƟon is 
in the OneDrive. 

Any appeal informaƟon. 

 

 

 

 
 

 


