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1. POLICY STATEMENT

1.1.  British Obstacle Sports is committed to providing a fair, fransparent, and
effective process for handling complaints. We value feedback and recognise
that complaints are an important source of informatfion that can help us
improve our services and operations.

1.2.  If you raise an issue with us we will:

1.2.1. listen to you, and make every effort to understand the reasons for
your complaint;

1.2.2. endeavour to resolve your problem at your first point of contact;

1.2.3. take ownership of your complaint to ensure resolution; and

1.2.4.  offer fair solutions quickly.

1.3. We also welcome positive feedback from members about our services,
volunteers, and staff.

2. PURPOSE
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This policy is intended to ensure that British Obstacle Sports handle complaints,
fairly, efficiently, and effectively. Our objective is to ensure that the complaints
procedure is properly and effectively implemented, and that complainants
feel that their complaints and worries are listened to and acted upon promptly
and equitably.

SCOPE

Any individual or organisation engaging with British Obstacle Sports may raise a
complaint by following the process in this policy. This may include, but is not
limited to a job applicant, employee, volunteer, member, or learner.

FILING A COMPLAINT

Should a complainant wish to file a complaint about any service provided by
British Obstacle Sports they are advised to follow the procedure stated below.
In the unlikely event that this procedure is exhausted and remain dissatisfied
with the decision made by British Obstacle Sports, they may take their
complaint to an independent arbitrator. It is ultimately the responsibility of the
Chair and members of the Board to ensure that this procedure is published and
is fully understood.

Stage 1 - Informal Complaint
4.2.1.  An informal complaint can be made to British Obstacle Sports

by contacting any British Obstacle Sports volunteer or staff
member or by emailing complaints@britishobstacle.org. British

Obstacle Sports will discuss the complaint with the complainant
and agree a way forward or a solution that suits both parties.
Sufficient time to investigate or remedy the grievance shall be
given. A complaint should be raised within 20 working days of
the incident in which they are dissatisfied.

4.2.2. Al informal complaints will be acknowledged by email or in
writing usually within 5 days of receipt. The acknowledgement
will confiirm the person to whom the complaint has been
directed and inform the complainant of the procedure that will
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be followed in dealing with the matter and if possible the likely
timescale.

If the complainant is not satisfied with the response then the
person who has dealt with the complaint will endeavour fo
resolve any further issues raised and will respond again in writing.

In the event that the complainant is still not satisfied then they
should follow the process outlined in Stage 2 below.

4.3. Stage 2 - Formal Complaint

4.3.1.

4.3.2.

4.3.3.

If the complaint cannot be resolved informally to the satisfaction
of the complainant, or if an informal complaint cannot be
made, the complaint should be submitted in writing using the
British Obstacle Sports Complaints Online Form that is sent to the
Chair of the Board.

The complaint form shall be used to provide a detailed account
of the grievance. The Chair will write to acknowledge receipt of
the complaint within 10 working days and outline the course of
action to be taken. The Chair or appointed nominees from the
Board of directors will carry out an investigation and will write
within 20 working days with their findings and a decision as to
whether the complaint was justified.

All Stage 2 complaints should be sent via the British Obstacle

Sports Complaints Form.

4.4, Stage 3 - Independent Review and Appeal

4.4.1.

If Stage 1 and Stage 2 of the complaints procedure have been
completed and you remain dissatisfied with the outcome, you
have the right to submit an appeal. You must submit a notice of
appeal in writing to complaints@britishobstacle.org within 20

working days of the Stage 2 outcome being communicated to
you.
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4.4.2. The nofice of appeal must set out the grounds upon which the
Chair or appointed nominees of the Board failed to follow the
complaints procedure or otherwise reached an unreasonable
or erroneous decision. An administration fee of £200 is payable
when submitting an appeal.

4.43. An independent arbitrator, external to the sport and with no
prior involvement in the matter, will be appointed to consider
the appeal. The arbitrator will review the complaint, the process
followed, and the evidence submitted before reaching a final
and binding decision.

444, The £200 administration fee will be refunded if the arbitrator
overturns or materially varies the original decision, identifies a
significant procedural error that may have affected the
outcome, or otherwise finds in favour of the complainant. The
fee will not be refunded if the original decision is substantially
upheld.

Should the complaint be of such a nature as to warrant disciplinary action, e.g.
flagrant disregard of rules, health and safety, this may be pursued further

following recommendation from the original findings.

Disciplinary action will follow the procedures outlined in our Disciplinary Policy.

British Obstacle Sports is committed to addressing any complaints promptly and
confidentially, and in line with our Data Protection Policy.

RESPONSIBILITY

The responsibility for handling complaints within British Obstacle Sports lies with
the British Obstacle Sports Board and they are tasked with ensuring that this
policy is implemented effectively and reviewed regularly. If you would like to
share feedback on this policy you can contact us: board@pritishobstacle.org.

MONITORING AND EVALUATION


https://britishobstacle.org/wp-content/uploads/2025/02/BOS-Disciplinary-Policy.pdf
https://britishobstacle.org/wp-content/uploads/2025/01/BOS-Data-Protection-Policy.pdf
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6.1.  This Complaints Policy will be reviewed in May 2028 to ensure ifs effectiveness.
Feedback will be considered in the review process, and necessary updates will
be made as appropriate.



