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Introduction

This Member Disputes & Complaints Handling Policy ("the Policy") sets out the framework by which
The Irish Judo Association seeks to prevent, manage, investigate and resolve complaints and disputes
from Members in a fair, transparent and timely manner.

The Irish Judo Association (IJA) is committed to maintaining the highest standards of integrity,
fairness, transparency, and accountability in the administration and delivery of judo in Ireland.

This policy sets out a clear, fair, and accessible procedure for members to raise complaints
concerning the conduct, actions, or decisions of the JA, its officers, affiliated clubs, coaches, officials,
or volunteers, in line with Sport Ireland governance and safeguarding expectations.

Scope
This policy applies to:
e All registered IJA members
e Affiliated clubs and their officers
e Coaches, referees, officials, employees, and volunteers
e Parents/guardians acting on behalf of junior members

This policy applies to non-safeguarding complaints.

Complaints relating to:
e Child welfare or safeguarding
e Abuse, neglect, or serious misconduct involving children or vulnerable adults

must be managed in accordance with the 1JA Safeguarding Policy and Sport Ireland Safeguarding
Guidance.

Objective

The objectives of this Policy are to ensure that Members’ complaints are recorded, investigated and
resolved promptly and fairly; to provide Members with access to a clear internal dispute resolution
process; to promote a culture of continuous improvement and accountability; to identify and
address recurring or systemic issues; and to secure Members’ interests generally.

Principles

The Association is committed to maintaining strong and respectful relationships with Members and
will respect Members' right to make a complaint without prejudice, treat complaints as an
opportunity to improve services, ensure complaints are handled fairly, impartially and confidentially,
communicate clearly and in plain language, and recognise that Members may require additional
support, including those in vulnerable circumstances.

All complaints will be handled in accordance with the following principles:
¢ Fairness — all parties will be treated impartially and given an opportunity to be heard
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e Confidentiality — information will be shared only on a need-to-know basis

e Timeliness — complaints will be dealt with as promptly as possible

e Natural Justice — decisions will be based on evidence and free from bias

¢ No Victimisation — no member will suffer disadvantage for raising a complaint in good faith

These principles reflect Sport Ireland’s Governance Code standards on transparency, accountability,
and integrity.

What Constitutes a Complaint

A complaint is defined as:

“Any expression of dissatisfaction, whether justified or not, about the actions, omissions, behaviour,
or decisions of the Irish Judo Association or those acting on its behalf.”

This may include, but is not limited to:
e Alleged breaches of IJA policies or codes of conduct
e Poor administration or decision-making
e Unprofessional or inappropriate behaviour (non-safeguarding)
e Complaints about competition administration, grading, or selection processes

Exclusions
This policy does not cover:
e Matters already subject to disciplinary or appeals procedures
e Selection decisions where a separate appeals process exists
e Anonymous complaints (unless there is a demonstrated risk to safety or welfare)
e Vexatious, malicious, or repetitive complaints without new evidence

Informal Resolution

Where appropriate, members are encouraged (but are not obliged) to resolve issues informally by:
e Raising the matter directly with the individual or club involved, or
e Seeking assistance from a Club Officer or lJA designated officer

Many complaints can be resolved quickly and effectively at this stage without escalation.

Formal Complaints Procedure
The Board shall appoint a Complaints Officer who is authorised to receive, investigate and where
possible resolve complaints at the earliest opportunity.

Complaints must be received in writing. The 1JA recognises that making or responding to a complaint
can be stressful. Members may be accompanied by a support person (not in the capacity as a legal

representative) to meetings where appropriate.

Where a complaint is resolved by the end of the next business day, the formal complaints process is
not required, however appropriate records will be maintained.
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Step 1 — Submission
A formal complaint must be submitted in writing to the IJA Complaints Officer and include:
e Name and contact details of the complainant
e Details of the complaint, including dates, locations, and individuals involved
e Any supporting documentation or evidence
e The outcome sought

Step 2 — Acknowledgement
The IJA will acknowledge receipt of the complaint in writing, normally within 7 working days, outline
the process and provide a point of contact.

Step 3 — Assessment
The Complaints Officer will:
e Confirm that the complaint falls within the scope of this policy
e Determine whether the complaint is suitable for mediation, investigation, or referral
e Identify any conflicts of interest (in which case an alternative officer will be appointed)

The Complaints officer can seek the guidance of members of the management committee when
completing the assessment subject to conflicts of interest.

Step 4 — Investigation
All complaints that progress to formal investigation will be managed in accordance with the IJA
Disciplinary Procedures as set out within the 1JA Code of Conduct.

The respondent will be given a reasonable opportunity to respond to the allegations.

The respondent will be given reasonable notice of the hearing, details of the allegations, and any
evidence to be relied upon.

The complainant and the respondent may be accompanied by an appropriate individual. Legal
representation is not normally permitted unless approved by the Panel.

Both parties may present evidence, call witnesses and make submissions.

Step 5 — Outcome
Where a complaint is upheld or not, the Association will issue a written decision outlining the
decision, reasons, evidence relied upon, consequences and the complainant’s right to appeal. The
outcome letter may also include:

e No further action

e Recommendations for resolution or improvement

e Sanctions in accordance with IJA Code of Conduct policy, where applicable

Appeals

A complainant or respondent may appeal the outcome on one or more of the following grounds:
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e A material procedural error
¢ New evidence not reasonably available at the time
e Disproportionate outcome

Appeals must be submitted in writing within 14 working days and will be heard by an independent
Appeals Panel, in accordance with IJA Disciplinary Procedures and Sport Ireland governance
principles where applicable.

Confidentiality and Data Protection

All information relating to complaints will be handled in compliance with:
o Data Protection Acts 1988-2018
e General Data Protection Regulation (GDPR)

Records will be stored securely and retained only for as long as necessary for governance and legal
purposes.

Systems, Controls and Record Keeping-Keeping

The Association shall maintain:

e An UpToDate complaints register which should be reviewed by the board at each meeting.
e Comprehensive records of each complaint, including actions taken and outcomes
e Appropriate management information to support oversight and decision making

Records shall be retained in accordance with regulatory and legal requirements.

Monitoring and Review
This policy will be:
e Approved by the IJA Board
e Reviewed at least every three years, or sooner if required by changes to legislation or Sport
Ireland guidance

This ensures ongoing compliance with the Sport Ireland Governance Code for Sport

Related Policies
This policy should be read in conjunction with:
e |JA Code of Conduct
e |JA Disciplinary Procedures
e 1JA Ethical Behaviour Policy
e 1JA Safeguarding Policy
e Sport Ireland Safeguarding Guidance
e Sport Ireland Governance Code for Sport

End of Policy
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Appendix 1: Club Guide to Handling Member Complaints

1. Purpose of This Guide

The Irish Judo Association (IJA) is committed to fair, respectful, and transparent sport for all
members.

This guide explains:

¢ How club-level complaints should be handled

¢ When a complaint must be escalated to the IJA

e How to ensure complaints are managed fairly, safely, and consistently
This guide supports clubs in meeting their responsibilities under:

e Sport Ireland Governance Code for Sport

e Sport Ireland Safeguarding Guidance

e 1JA policies and codes of conduct

2. What Is a Complaint?
A complaint is:

Any expression of dissatisfaction about behaviour, actions, decisions, or omissions within the club or
the sport.

Examples include:
e Breaches of the Code of Conduct
e Bullying or disrespectful behaviour (non-safeguarding)
e Poor administration or communication

e Concerns about training environments or club practices

. Important:
Any concern involving child welfare, abuse, or safeguarding must follow the IJA Safeguarding Policy
immediately and must not be handled as a normal club complaint.

3. Key Principles for Clubs

All complaints must be handled using these principles:
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Fairness — Everyone is treated impartially

Confidentiality — Information shared only on a need-to-know basis
Timeliness — Issues addressed promptly

Natural justice — All parties have the right to be heard

No victimisation — No penalty for raising a complaint in good faith

4. Step-by-Step Club Complaints Process
Step 1 — Identify the Issue
Ask:

e Is this a safeguarding concern?

o YES - Refer immediately to the Club Child Safeguarding Officer / IJA DLP

o X NO - Proceed with club complaints process

Step 2 — Try Informal Resolution

Where appropriate, clubs should first try to resolve issues informally by:
e Calm discussion
e Clarification or mediation
e Club officer involvement

Many issues can be resolved quickly at this stage.

If resolved = Process ends
X If not resolved - Move to formal complaint

Step 3 — Formal Club Complaint
A formal complaint should be:
e Submitted in writing
e Acknowledged by the club
e Treated seriously and confidentially
The complaint should include:
e Name of complainant
e What happened (facts, dates, people involved)
e Any relevant evidence
e Desired outcome
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Step 4 — Club Review
The club committee or designated officer should:
e Review the complaint objectively
e Allow all involved parties to respond
e Keep clear records
¢ Avoid conflicts of interest
Possible outcomes:
e No breach found
e Advice or guidance issued
e Recommendation for training or changes

e Referral to the lJA for further action

Step 5 — Escalation to lJA (If Required)
A complaint must be referred to the A if:
e It cannot be resolved at club level
e ltinvolves serious misconduct
e Thereis a conflict of interest within the club

e Disciplinary action beyond the club’s authority is required

5. Club Complaints Process Flowchart

ISSUE OCCURS

|
v

Safeguarding concern?

|
— YES - Follow IJA Safeguarding Policy

L—NO
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v

Attempt informal resolution

|
— Resolved? - YES = END

L—NO

|
v

Formal written complaint to club

|
v

Club review & outcome

|
F— Resolved - END

L— Escalate to IJA

6. Confidentiality & Records
Clubs should:

e Keep complaints information confidential
e Store records securely
e Share information only with those directly involved

e Respect GDPR and data protection requirements

7. What Clubs Should NOT Do

X Investigate safeguarding issues themselves

X Ignore or dismiss complaints without consideration
X Discuss complaints informally or publicly

X Retaliate against complainants

X Delay action unnecessarily

8. Support for Members
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Clubs should ensure:
e Members feel safe to raise concerns
e Complaints are handled respectfully

e Individuals may be accompanied by a support person (where appropriate)

9. Key Reminder

Safeguarding always overrides this process.
If in doubt, pause and seek advice from the lJA.

10. Related Policies
This guide should be read alongside:
e 1JA Member Complaints Policy
e 1JA Code of Conduct
e 1JA Disciplinary Policy
e 1JA Safeguarding Policy

e |JA Governance Code

Club Checklist (Quick Reference)

1 Club complaints contact identified

[ Safeguarding Officer details displayed
[J Complaints handled consistently

] Written records maintained

L] Escalation routes understood
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