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Please keep in mind that all members of the Executive, all Coaches, Trainers, Assistant Coaches, Managers and others involved with Deep River and Area Minor Hockey Association (DRAMHA) work many hours on a volunteer basis to provide organized hockey for our children with no monetary compensation for their time and efforts.

DRAMHA has an expectation that all members will at all times, in written, verbal, and non-verbal communication treat our volunteers, officials and other members in a positive, respectful, and courteous manner, and may expect to be treated accordingly in return. 

Please be aware that abusive behaviour is a major cause of volunteers discontinuing their service. DRAMHA is unable to put a program on the ice without the immeasurable amount of time and effort that our volunteers put in on behalf of the children. Abuse also results in a high turnover rate among game officials, thereby diluting the quality of refereeing available for our children’s games. 

Periodically we are looking for more volunteers (start of season, AGM, tournaments, fund-raising, etc). Should you wish to help and/or improve the program your positive and constructive assistance will be greatly appreciated.

Concern and Complaint Process

Introduction

DRAMHA encourages the membership to put in writing any complaints/concerns they have and submit according to the relevant communications hierarchy within their team. Normally the Manager or Head Coach of your team will decide whether any complaint/concern needs to be passed on to the DRAMHA Executive. A written complaint/concern may be submitted directly to the Vice-President/Director of Risk and Safety (Dir R&S), but this is by exception and there has to be a rationale for not following the team communication hierarchy. 
There is a “Concerns, Suggestions & Complaints” form available on the DRAMHA website and only complaints/concerns submitted on this form will be considered for deliberation by the executive. Complaints/concerns received are screened by the Dir R&S and typically either accepted for deliberation, forwarded to the Head Coach for comment/consideration, or referred back to the member who has submitted the form with comments or a request for further details. In any case the Vice President will oversee the process.

Important note: Concerns regarding risk & safety issues, that could impact on children or other members if immediate action is not taken, should of course be put forward to the Executive without delay.

Procedure:
· All parties are expected to follow the 24 hour rule before submitting or replying to a complaint/concern. 

· Exceptions are made for any risk & safety issues that could impact on children or other members if immediate action is not taken. 

· The communications hierarchy within a team is to be established by the Head Coach at the beginning of the year, but complaints and concerns should normally be forwarded within the team on the DRAMHA Complaint Form and must be considered by the Head Coach prior to being forwarded to the Executive.

· The Head Coach has the authority to forward the complaint/concern to the Executive or deal with it as he/she sees fit. 
· It is the intention of this Policy that the Head Coach will make best efforts to address any complaints/concerns within his/her team
· If complaints/concerns are repetitive, abusive, or if the Head Coach otherwise feels such action is warranted, the Head Coach will forward the complaint/concern to the Dir R&S who will deal with the issue in consultation with the Head Coach and/or other members as deemed necessary by the Dir R&S.
· Complaints/concerns that come to the Executive without going through the Head Coach of a team will have to meet certain requirements to be considered by the Executive, or will be dismissed. Examples that will be considered are things such as:

· The complaint/concern has been directed to, and addressed by, the Head Coach but the complainant feels that the issue still requires review at a higher level, or

· The complaint/concern is based on Head Coach behaviour that is judged to warrant immediate report to, and action by, the Executive because the absence of immediate action could reasonably be considered to represent a risk and safety issue to a child or other member.

· Complaints/concerns that come to the Executive will be received by the Dir R&S who will determine what action should be taken, normally one or a combination of the following:

· Return complaint/concern to complainant with comments or a request for further information.
· Forward complaint/concern to the Head Coach of the team concerned for input, comment, consideration, or action.
· Forward the complaint/concern to the Respondant ( at whom the complaint is directed) for input or comments.
· Determine the process to be taken within the Executive to review and/or action the complaint/concern.

· The Dir R&S, where warranted, will form a DRAMHA Discipline Hearing comprised of the Director of Risk and Safety, Director of House, Director of Competitive to resolve complex issues. In all cases, the Dir R & S will inform the complainant of the outcome when finalized.

· The decisions of the Dir R&S regarding whether to accept a complaint/concern for review by the Executive are considered final

· Notwithstanding the above, a process to appeal such decision of the Dir R&S exists as follows:

· The Appeal must be submitted in writing at least 24 hours after receipt of said decision but within 7 days of receipt of said decision 

· The Appeal must clearly state the rationale why the decision should be reviewed and reversed

· The Appeal must be submitted to the President or Secretary with payment of a $50 fee
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