Complaint & Grievance Policy

Purpose

The purpose of this policy is to establish a consistent process for addressing concerns,
encouraging informal resolution whenever possible, and providing a formal process for
investigating alleged violations of league policies when necessary.

Guiding Principles
SSYS encourages individuals to:
e Communicate respectfully.
e Attemptto resolve concerns at the lowest appropriate level.
e Focus on facts rather than emotions or assumptions.
e Actinthe bestinterests of the players and the league.
e Report concerns promptly while information is still fresh.
Many misunderstandings can be resolved through respectful conversation without
requiring a formal complaint.

What Is a Complaint?

A complaint is a written allegation that a person has violated an SSYS policy, Code of
Conduct, league rule, or engaged in behavior that negatively affects the safety, integrity, or
operation of the league.

Examples include:
e Violations of a Code of Conduct
e Unsportsmanlike conduct
e Referee abuse
e Harassment, bullying, discrimination, or retaliation
e Player safety concerns
e Coach misconduct
e Volunteer misconduct
e Board member misconduct
e Violations of league policies or rules
e Repeated disruptive behavior

What Is Not a Complaint?
The following are generally not considered formal complaints and should not be submitted
through this process unless they involve a violation of league policy:

e Referee judgment calls

e Gameresults

e Playing time decisions (except alleged violations of the SSYS minimum playing time

rule)
e Player positions
e Coaching strategy



Practice plans or schedules

Team formation decisions

Disagreements over normal coaching decisions

General dissatisfaction without an identifiable policy violation

These matters are generally left to the discretion of coaches or referees.

Informal Resolution

Whenever appropriate, concerns should first be addressed informally. Except for issues
involving player safety, abuse, harassment, discrimination, or other serious misconduct,
individuals are encouraged to follow the steps below.

Observe the 24-Hour Rule

Do not confront coaches, officials, or volunteers immediately after a game. Wait at
least 24 hours before discussing concerns. This allows everyone an opportunity to
reflect and promotes productive conversations.

Speak with the Appropriate Person

Attempt to resolve the concern directly with the individual involved whenever
reasonable (head coach, assistant coach, team volunteer). Many concerns can be
resolved through respectful communication.

Age Group Coordinator
If the issue is not resolved, contact the appropriate Age Group Coordinator.
The coordinator may:

e Clarify league policies.

e Facilitate communication.

e Recommend a resolution.

o Refer the matter to the Recreation Director if necessary.

Recreation Director

If the concern remains unresolved after discussion with the Age Group Coordinator,
it should be submitted to the Recreation Director for review. The Recreation Director
may attempt additional informal resolution before recommending a formal
complaint.

Formal Complaints

If a concern cannot be resolved informally, or if the matter involves serious misconduct, a
formal written complaint may be submitted to SSYS.

Examples of matters appropriate for immediate formal review include:

Threats or violence
Child safety concerns
Referee abuse
Harassment



e Discrimination
e Serious Code of Conduct violations
e Conductrequiring immediate league intervention

Filing a Formal Complaint
Formal complaints should be submitted in writing within 15 calendar days of the incident
whenever practical.

The complaint should include:
e Name and contact information of the person submitting the complaint.
e Date, time, and location of the incident.
e Name(s) of the individual(s) involved.
e Description of the facts of what occurred.
e Names of withesses, if known.
e Identification of the policy, rule, or Code of Conduct believed to have been violated,
if known.
e Copies of any supporting documents, photographs, videos, or other evidence.
e A proposed resolution, if applicable.

Anonymous complaints may be reviewed at the discretion of SSYS but may limit the
league's ability to investigate. Knowingly submitting false or intentionally misleading
information may itself constitute a policy violation.

Complaint Review

Upon receiving a complaint, SSYS will:
1. Acknowledge receipt of the complaint.
2. Determine whether the complaint falls within league authority.
3. Determine whether additional investigation is warranted.

Complaints that do not allege a violation of league policy or that lack sufficient information
may be dismissed or returned for additional information.

Investigation
When an investigation is warranted, SSYS may:
e Interview the complainant.
e Interview the individual who is the subject of the complaint.
e Interview withesses.
e Review referee reports.
e Review photographs, videos, emails, text messages, or other evidence.
e Gather any additional information necessary to make an informed decision.

The purpose of the investigation is to determine facts—not to assign blame before all
available information has been considered.



Whenever practical, the individual who is the subject of the complaint will be given an
opportunity to respond before a final decision is made.

Resolution
Following the investigation, SSYS may determine that:
e No policy violation occurred.
e The complaintis unsubstantiated.
e Informal resolution is appropriate.
e Apolicy violation occurred requiring disciplinary action.

When disciplinary action is warranted, it will be administered in accordance with the SSYS
Discipline Policy. Both parties will be notified when the matter has been concluded,
although personnel or disciplinary details may remain confidential.

Timeliness

SSYS will make reasonable efforts to investigate and resolve complaints promptly.
Complex investigations or those involving multiple withesses may require additional time.
The league will communicate with the complainant if significant delays are expected.

Confidentiality

SSYS will make reasonable efforts to protect the privacy of all individuals involved.
Information will be shared only with those who have a legitimate need to know in order to
investigate, resolve, or administer league business. Absolute confidentiality cannot be
guaranteed when a fair investigation requires interviewing witnesses or gathering evidence.

Protection Against Retaliation

Retaliation against any individual for making a good-faith complaint, participating in an
investigation, or providing information during an investigation is prohibited. Acts of
retaliation may result in disciplinary action.



