
 
 
 

 
 

Swanbourne Nedlands Surf Life Saving Club Complaints Process  

 
Purpose 

The purpose of this guideline is to establish a general complaint handling process for 
Swanbourne Nedlands Surf Life Saving Club. The scope of this procedure includes alleged 
grievances, member protection breaches and service complaints. 

Intent 

Swanbourne-Nedlands SLSC is committed to: 

 Recognise member and non-members rights to make complaints 

 Encouraging the submission of any complaints 

 Providing an efficient, fair and accessible mechanism for resolving complaints 

 Ensuring that all complaints are heard and equitably resolved in a timely fashion 

 Monitoring complaints in an endeavour to improve the club and its culture 

 Promoting a positive attitude towards feedback and the commitment to resolving 
complaints 

 
Principles 

Fairness recognise the need to be both fair and equitable to both the complainant and 
the person whom the complaint is made against. 

Resources  the club provides adequate resource and delegated authority to ensure  
  complaints are addressed and concluded in a timely fashion. 

Visibility  promotes this procedure to members, employees and non-members. 

Responsive  complaints are dealt with quickly,  

Records  collect and record complaints to assist in the identification of systemic and  
  repeat issues 

 



 
 
 

 
 

Rights of Complainants 

 be heard; 

 know whether the SLSA and SLSWA have been followed; 

 provide and request all relevant material to support the complaint; 

 be informed of the criteria and processes, including the avenues for further review, applied 
by the club and state association in dealing with complaints; 

 be informed of the response of the complaint recipient complained of; 

 be informed of the club’s decision and the reasons for that decision; 

 know that the complaint is being reviewed independently if considered necessary; and 

 confidentiality, if requested. 

 

Lodgement of a complaint 

Complaints, comments or feedback can be made through any of the following: 

Phone: (08) 9492 9700 

Email: complaints@swannysurfclub.org.au 

Club website: ‘About Us’ link at top of home page 
Click on ‘Contact us’ to access our main contact details page and the facility to make a 
complaint, comment or to provide feedback about our services and products.  


