
Guidance on the handling of 
complaints and disciplinary matters

Introduction
1. This document gives practical expression to the principles set out in CSSC’s Discipline and 

Complaints Policy (“the Policy”), which is being issued at the same time, and must be read in 
conjunction with that Policy. Both documents supersede and replace all previous versions and can 
be found in CSSC web document library (https://www.cssc.co.uk/volunteers/document-library).  
They are addressed to anyone, whether in an affiliated body, or a member of CSSC’s staff, who 
may be responsible for the handling of a complaint or allegation of misconduct.

2. First, some important preliminaries:

a. Service and Conduct.  As noted in the Policy, complaints may be about the standard of service or 
about conduct.  Only very rarely will a service to members be so poor as to amount to misconduct 
on the part of someone providing it, and so to be incapable of local and informal resolution.  
Except in such a case, the detailed procedures about formal investigation and determination 
described in this Guidance do not apply to complaints about service.

b. Fairness. As explained in the Policy, the guiding principle in all cases is that the process and 
the outcome must be fair, and demonstrably fair - particularly to a person against whom an 
allegation of misconduct is made, but also to those who made the allegation or were affected by 
the alleged misconduct.  Everything else flows from this.

c. Judgment.  In dealing with complaints and allegations of misconduct, there are often judgments, 
sometimes difficult judgments, to be made.  For example (and we consider these in more detail 
below), is the matter serious enough to warrant a formal investigation; or is it perhaps the result 
of a misunderstanding or difference of opinion, which might best be resolved by bringing the 
parties together?  Is it so serious as to require immediate reference to the DCC?  So this guidance 
is just that: guidance.  We do not offer a prescriptive set of hard-and-fast rules, as circumstances 
vary greatly, and what is right in one case may be wrong in another.  Rather, we set out some 
guiding principles, together with some examples and models, though we make clear that at some 
points there are absolute requirements to be met.

d. Seeking advice.  Instances of misconduct are fortunately rare; but that means that any one 
body will be unlikely to have much experience of investigating one.  Such investigations can 
be difficult and delicate, and throw up all manner of problems. Members of the DCC, Head 
Office staff, including members of the Volunteer Support Team and HR, and our honorary legal 
adviser, are all available to help, formally or informally; please do make use of them, in the first 
instance by contacting Laurel Spring CSSC HR Business Partner – direct line 01494 888406; email             
laurel.spring@cssc.co.uk .

e. Confidentiality.  Written correspondence, particularly any addressed to an office or place of 
business where it might be opened by someone other than the addressee, should be clearly 
marked “In Confidence – to be opened only by addressee”.  Such precautions may not be 
necessary where e.g. emails, such as may be written to or by witnesses, go to or from private 
and personal addresses.  Cases should not be discussed with anyone who does not have a direct 
interest.
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What sort of investigation?
3. The first questions to be asked when a complaint is made, whether about service or conduct, are 

whether the matter is one that should be investigated, and if so by whom.  Thus:

a. is it proper to CSSC, and if so, to whom?  Provided that the incident occurred in the context of 
CSSC activities or on CSSC premises, it will be for consideration to whom it should be referred for 
investigation; as noted in the Policy, most complaints about standard of service, and some of those 
alleging misconduct, can be resolved informally and at the local level.  Where this is not possible, 
however, the complaint should be referred as follows (these provisions can also be found in the 
Policy):

 - where the matter concerns the conduct of a member, to an officer (chair or secretary) of 
the committee of the body responsible for the event at which or the premises on which the 
alleged misconduct occurred;

 - where the matter concerns the conduct of a member in carrying out their duties as a volunteer, 
to the Volunteer Support Manager, who will ensure that the handling of the complaint is 
overseen by the relevant member of the Volunteer Support Team;

 - where the matter concerns the conduct of a member of CSSC’s Executive Team, to the Chief 
Executive Officer; and of a more junior member of staff, to the Director of Volunteering and 
Business Delivery, who will also inform HR and the CEO;

 - where the complaint concerns the conduct of a member of CSSC’s Management Board, to the 
CEO, who will also inform the chairman.

It will then be for decision how the matter should be dealt with; this will depend on its seriousness.

b. how serious is it? Generally, allegations of misconduct can be put into one of three categories, 
of which examples are given below:

i. minor: rudeness, use of foul or abusive language, smoking in a non-designated area, failure to 
comply with health and safety requirements;

ii. serious: a second instance of behaviour of the sort for which a caution or reprimand has 
previously been given, verbal or emotional bullying, racial abuse, behaviour posing a threat to the 
safety of others, harassment, falsification  of forms or information, disorderly conduct;

iii. gross: a serious breach of CSSC’s Rules, Policies or Codes of Conduct, including disclosure of 
confidential information, theft, fraud, violent assault, the use of illegal drugs or solvents, cheating

These categories inevitably shade into one another.  Foul or abusive language is more serious if it 
used, say in the public area of a hotel, in front of people outside CSSC who might thereby get a 
poor impression (“detrimental to the interests”) of CSSC.   Bullying may be gross misconduct if it is 
prolonged or exploits or highlights a weakness or disability of the victim.  A useful guideline may be to 
ask: even if this allegation were found to be true, would we impose any formal sanction (see para 5.c 
below)? And while there is no specific mention of alcohol consumption in the examples given above, 
it has all too often been the case in investigations carried out by the DCC that excessive drinking has 
aggravated what might otherwise have been high-spirited behaviour into dangerous, offensive and 
violent conduct.  

Annex B describes the more serious types of misconduct which must be referred to the DCC for 
advice as to whether that Committee should take on the investigation; and in such cases, it will be 
for consideration whether the person should be barred from CSSC premises or activities immediately, 
pending a decision from the DCC.

c. is there sufficient evidence?  And even if the answer is ‘no’, you nonetheless need to consider 
whether to try to obtain further information before deciding not to investigate.

If after considering all of the above, you are not sure whether or how to proceed, please seek advice.
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How should the investigation proceed?
4. We suggest that an investigation should be carried out by or under the supervision of not less than 

two, and not more than three people.  At least one of these should ideally have experience of 
similar situations (e.g. tribunals, personnel disciplinary proceedings).  They need not necessarily be 
members of the affiliated body’s management, but must be full members of CSSC.  It is important 
to avoid any risk of, or of the appearance of, bias or prejudice, whether for or against any of the 
parties.  This may be difficult in a small organisation, where as it were everybody knows everybody, 
and where long-standing friendships (and enmities) are known to all.  So you may need to 
consider having a longer list from whom a panel can be put together for each case; or even asking 
someone from another body, e.g. another Area or Region, to assist.  In the extreme case, where 
you feel it is impossible to avoid the suspicion of prejudice, you may wish to ask the DCC to advise 
or even to take over the case.  An affiliated body may wish to ask for the help of the Volunteer 
Team Leader, e.g. to take a note of any meetings or deliberations of the investigating team; this 
is permissible, but it must be made clear and recorded that the VSA’s participation is purely as an 
observer, who should not take part in any discussion.

The investigation.
5. The following paragraphs set out the process that you should so far as possible follow.

a. Putting the allegation to the person.  The essential first step is to write to the person (or 
persons) giving a statement of the allegation against them and of the investigation which is now 
to take place.  We strongly advise that this should be in the form of a letter rather than an email, 
though a confirmatory copy of the letter may be sent as an attachment to an email.  The letter 
should set out clearly all the essentials of the allegation: date, time, place, and details of the 
alleged misconduct.  It should then invite the person(s) to respond within a reasonable period, by 
letter or by email.  (You may also offer the option of an oral response, but in that case someone 
must take a careful note of the response, which the person must sign.)  There should also be a 
description of the various stages which the investigation will follow, and reference must be made 
to the possibility of sanctions if the allegation is found to be justified.  A specimen letter and 
description are at Annexes C.i and C.ii.  Note that if a person fails without reasonable cause to 
respond within the specified period you may proceed to determine the matter on the material 
then available to you. 

b. The investigative process.  Depending on the person’s response to the statement at para 5a 
above, you may decide that you can reach a decision “on the papers”.  But if the person asks 
for an interview, or if you feel that one is necessary, then it should be arranged.  Give the person 
sufficient notice; he/she should also be allowed to bring a “friend”.  It is important to be clear 
that this interview is for the purpose of establishing or clarifying the facts of the case.  It is a fact-
finding interview; it is not, and should not be conducted in the manner of, a courtroom cross-
examination; and the person should be given every opportunity to put their side of the story.  We 
recommend very strongly that at least two members of the panel investigating the matter should 
conduct the interview, along with someone to take the record.  We also recommend that you give 
careful thought in advance to the questions, and their wording, that you need to put in order to 
get the information required or clarification of points which are unclear or where there is a conflict 
of evidence.  A full record should be made of the interview.  You must provide a copy of this to 
the person.

You may also need to make further enquiries, written or oral, of the complainant and/or any 
“witnesses”. Note that this process differs to the employment disciplinary process which may be 
conducted separately where a member of CSSC staff is involved.

C. The decision

It hardly needs saying, but any decision must be based on an objective appraisal of the facts.  You can 
reach a conclusion on the “balance of probabilities” (rather than the strict “beyond all reasonable 
doubt” of the criminal courts).  Nonetheless, you must be able to set out your findings and the 



reasons for the conclusion you have reached; in particular, where there is disagreement or dispute as 
to the facts, you should make clear which you have preferred and why.  The decision must be given 
to the person in writing, and to the complainant, as soon as possible, and must include reference 
to the right of appeal within a specified time (see sub-para d. below).  Specimen decision letters are 
at Annex D.  You may also give a summary of the decision to any others, witnesses, who have been 
involved in the investigation.

As for any sanction, this should be proportionate to the offence, and comparable with sanctions 
applied in any similar cases.  (It can also take into account the person’s previous disciplinary record; 
though this should be limited to incidents related to the person’s CSSC membership, and to 
established or admitted offences).  Possible sanctions range from a reprimand, or a warning as to 
future conduct, to exclusion from activities or premises for a period.  Note that only the DCC can 
suspend or expel a member from membership of CSSC.  In deciding on a sanction, you should take 
into account not only the seriousness of the misconduct, but also possible mitigating factors: has 
the person freely acknowledged their fault; or apologised to the other party; or made restitution for 
damage?  Was there provocation, which, although it may not have justified retaliation, nonetheless 
may make some softening of any sanction appropriate?  If you are in doubt as to what sanction to 
apply, do seek advice.

d. Appeal

The person must be allowed an appeal against the decision.  He/she must make any appeal within 
a specified period, and must set out the grounds of the appeal, in writing; and must not introduce 
at this stage as grounds for appeal material which he/she could have provided earlier - such material 
may be disregarded.  The appeal should be considered by at least two members, again if possible with 
suitable experience, who have not been involved at any earlier stage.  They can decide whether to 
interview the person or determine the appeal “on the papers” - which would include all statements 
and correspondence and records of any interviews, plus any further evidence that they may obtain.  
They may also wish to speak to the original panel if they have doubts about whether the process 
has been fair or the procedure correctly followed.  In any event their decision should clearly record 
their conclusions on each of the stated grounds of appeal, and whether they uphold or set aside the 
original decision; note also that they may uphold the decision but modify the sanction imposed.
In some cases it will be appropriate for the appeal to be considered by the DCC, particularly where the 
grounds of appeal allege failures of “due process”,i.e. that the original decision was not reached by 
following proper procedures as set out in sub-paras 5a.-c. above. 
e. Disclosure to other parties

The question can arise whether a serious allegation, or a finding of serious misconduct, should be 
brought to the attention of any other parties.  As noted in Annex B, there are cases of potentially 
criminal activity where consideration must be given to informing the police.  But there are also cases 
where it may be asked whether the person’s employing department should be informed.  It is not 
possible to give a categorical answer; it depends on such things as the seriousness of the misconduct, 
whether the person was representing their department, and whether he/she had been given special 
leave.  If any such question arises, do not make any disclosure without consulting Head Office.

Records
6. Full records should be kept of all cases.  Where a complaint, whether about service or conduct, is 

resolved informally it will be sufficient to make a brief note of the complaint and how and when 
it was resolved.  But where a matter is investigated by a panel, there should be a complete record, 
from the original complaint, through all subsequent correspondence, meetings, and discussions 
among the panel, to the decision and to whom it is given.

7. As noted in para 9 of the Policy, we expect each affiliated body to have identified at least one 
person to whom complaints and allegations of misconduct are referred.  We ask that those 
members should provide details in June and December of each year to their Volunteer Team 
Leader or to Head Office (at headoffice@cssc.co.uk) of all matters dealt with and their outcomes.  
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This to so that we can take steps to prevent the recurrence of such misunderstandings, mistakes 
and misconduct as have been recorded, and to ensure that all complaints and allegations are dealt 
with properly in accordance with the Policy and this Guidance, and where necessary to improve 
the quality of their handling. 

April 2018

Annex A:  Rule 7 of CSSC’s Rules

7. Conduct

7.1 All members shall abide by these Rules and by the regulations, and by any policies of the 
Society and guidance of the Society from time to time in force. 

7.2 The Board shall establish a Discipline and Complaints Committee, comprising at least two 
members of the Board and one member of the Society who is not a member of the Board, for 
the purpose of considering any conduct of a member or members which may be contrary to 
the provisions, policies and guidance mentioned in rule 7.1 above and thus detrimental to the 
interests of the Society in any respect. The members of the Committee shall be appointed by 
the Board in accordance with any regulations. 

7.3 The Committee may expel from the Society or, for such period as it may decide, suspend from 
the privileges of membership, or impose sanctions against, any member who has been judged 
by the Committee to have acted in a manner detrimental to the interests of the Society in any 
respect.

7.4 Any member who has been so judged shall have a right of appeal against the decision of the 
Committee, and that appeal shall be decided by the Board.  No member of the Board who 
has taken part in the decision appealed against shall take part in the appeal.

Annex B: Matters to be referred to Head Office for advice as 
to whether they should be dealt with by the Discipline and 
Complaints Committee
In general, these are what might be called the more serious types of misconduct:

 - theft, fraud, misappropriation of funds, including falsification of accounts, expense claims and the like;
 - violent, dangerous or threatening behaviour, in a particular any which cause injury to persons or 

damage to property;
 - disclosure of confidential information acquired while acting on behalf of CSSC or an affiliated body;
 - serious breaches of CSSC’s Rules or Policies, for example the Diversity and equality policy.

Note: that allegations falling in the first two categories above appropriate for reference also to the 
police; and that how serious an incident is will be a matter of judgment, and that reference to Head 
Office is for advice; so it should not be assumed that all cases referred will be taken on by the DCC

Annex C.i: Draft letter setting out the complaint
In Confidence

This is to notify you that the Committee has received, and proposes to investigate, a complaint against 
you, as follows:

that during the evening of [       ], at the dinner at [     ], following a competition held earlier that day, 
you verbally abused other participants, in  the presence of other guests and hotel staff, and generally 
behaved in a manner contrary to CSSC’s Code of Conduct,  Sport, and detrimental to the interests of 
CSSC and of this [Area/Region/SRB].

I attach a short note setting out how a panel under my chairmanship proposes to proceed.  As you 



will see, you are invited to respond in writing to this allegation within three weeks; address your 
reply to me either in writing at the above address, and mark it “In Confidence”, or by email to [    ].  
If for any good reason you feel that may not be able to meet this deadline, please let me know 
immediately, with your reasons.  If you would prefer to make your initial response orally rather than in 
writing, again please let me know urgently so that I can arrange a meeting with one of the panel to 
take down your response.

If I do not hear from you with three weeks we will proceed to consider the matter on the material 
available to us at that time and reach our decision accordingly.

Annex C.ii: Procedure
This note sets out the procedure which the panel set up to investigate a complaint will follow.

1. We will send the member a written statement setting out the allegation, and invite him/her to 
respond within three weeks. We will also offer the option of responding orally to a member of the 
panel, but such a meeting will be for that purpose only and not for any discussion of the merits of 
the allegation or of the member’s response.

2. We will consider the member’s response, together with any relevant material brought to our 
attention and any statements sought from or offered by other persons who witnessed the 
behaviour complained of.  

3. We may decide to seek a meeting with the member to explore further the material available to us; 
and will in any event give the member the opportunity to seek such a meeting.

4. If the member fails to respond to the allegations, or declines to attend a meeting with the panel, 
we may proceed to our decision on the basis of the material available to us at that point.

5. We will then reach our decision, which may include the imposition of a sanction such as exclusion 
from premises or participation in events, and put it in writing to the member, together with our 
reasons.

6. The member will have a right to appeal, within three weeks, against the decision, but may not at 
this stage introduce material which could have been produced us at an earlier stage.  The appeal 
will be considered by members not previously concerned.

Annex D: Decision letters
If the case is a simple one, for example where the facts are not disputed, it may be right to set the 
decision out in a short letter, such as:

“Further to my letter of [date], the panel set up to investigate this complaint has considered your 
response of [date] and the testimony of a number of witnesses to the incident.  These accounts tally 
very closely.  As you recognise in your response, such conduct is not acceptable, and could damage 
the reputation of CSSC as well as spoiling others’ enjoyment of a CSSC event. We welcome, however, 
your ready acceptance of responsibility, and your making financial restitution for the damage caused.  
In these circumstances we are satisfied that no sanction harsher than a reprimand is required.  We 
must, though, warn you that any further incident of this nature will have severe consequences, such 
as a long period of exclusion from the club’s premises and from participation in activities organised 
by the Area Association, or reference to CSSC’s Discipline and Complaints Committee, which has the 
power to suspend or even expel from membership.”

In a more complex case, for example where there is a conflict of evidence, a letter covering a full 
report will be appropriate, thus:

“Further to my letter of [    ], the panel set up to investigate this matter has considered your response 
of [date], in which you disputed the allegation, and the testimony of a number of witnesses, both 
members of CSSC and staff at the premises where the incident took place, which broadly confirmed 
what was alleged.  We set out in the attached report a brief summary of the differing accounts we 
have been given, and our reasons for preferring those of others to what you have told us.  We find, 



accordingly, that the allegation made against you is well founded.

“Such behaviour is in breach of CSSC’s Code of Conduct, Sport, and is detrimental to the interests of 
CSSC.  As you will see, we have decided that you should be excluded from CSSC premises and barred 
from participation in events organised by this Departmental Association for a period of 12 months 
from the date of this letter.”

In either case, a paragraph setting out the right of appeal must be added:

“You have the right to appeal against this decision.  If you wish to do so, you must set out your 
reasons in a letter or by email within three weeks of the date of this letter, and send it to me, 
marked “In Confidence”, at the address above or [email address].  Simple disagreement with the 
decision will not be considered adequate grounds for appeal, which should bring forward relevant 
factual information which could not have been made available earlier to the Committee, or should 
demonstrate that the process by which the Committee reached its decision was flawed.  The appeal 
will be considered by members who have not previously been concerned in this matter.”  
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