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Policy Name: EKGA Grievance and Complaints Policy

Policy applies to: All EKGA participants, including children, families, staff members,
volunteers, and administrators.

Policy Review Date: May 2030

Statement of Commitment

EKGA is committed to fostering a respectful and supportive environment. We value open
communication and work in partnership with families to address concerns promptly and constructively.
This policy ensures that grievances and complaints are managed with transparency and accountability.
This policy outlines the process for resolving concerns and complaints in a fair, respectful, and timely
manner.

Definitions
e Participants: All children and adults engaged in EKGA programs
o Staff Members: All EKGA employees, and volunteers
e Administrators: The Director, administrative staff, and Department Leaders

Raising a Concern
Concerns or complaints may be raised informally in conversation or formally in writing.
How to Raise a Concern:
o Speak directly with the relevant coach or staff member if appropriate
e Submit an online feedback form via the EKGA website
¢ Send a written complaint addressed to:
o Director — EKGA Gymsports, 194 Roberts Rd, Airport West VIC 3042

Procedures for Families
e Discuss the concern with the relevant Department Leader first
¢ If unresolved, escalate the matter to the EKGA Director
¢ Written complaints may be submitted by email, website form, or post
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Procedures for Children
e Children are encouraged to speak with their coach if they have a problem
e If not resolved, the child and a parent/guardian may request a meeting with the Department

Leader

Procedures for Staff
e Maintain professionalism at all times
o Staff with grievances should raise them with their Department Leader first
o If unresolved, escalate the matter to the Director

Policy Availability
This policy is available to all staff, families, and participants via the EKGA website and on request at the
front office. All parties are encouraged to follow the outlined steps to help ensure fair and respectful

resolutions.
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