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Making a Complaint >|<

BRITISHROWING

Complaint must include:
e Complainant’s name
e Complainant’s British
Rowing Membership
Number (if applicable)
e The nature and details
of the complaint

A complaint is made to
British Rowing (BR)

l

BR will acknowledge the
complaint via email within 3
working days of receipt

Triage

Initial Complaint Stage {

BR refers the
complaint to a
third-party who
will provide a
formal response

N BR provides /
,‘ SEl 2 formal X
BRITISHROWING response

l

Escalation of complaint must
be made within 14 days of the
response

l

Complaints Officer passes case
file to the Director of Culture &
Integrity for review

Escalation of Complaint l

Stage

Complaint escalation
request should set out the
reasons for the request.

Second
formal
“ response is
Bl provided.
BRITISHROWING Th |$
response is
final.

Please note: British Rowing will, where possible, provide a formal response to complaints within 21 working days of receipt of the initial complaint.
Where it is not possible to provide a response within this timescale, the complainant will be informed in writing of the reasons for the delay and

the updated estimate timescale for the provision of the response. The second formal response in the Escalation Stage will be provided as soon as
reasonably practicable.
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British Rowing may recommend the complaint be referred to a third-party organisation where:

¢ The complaint does not fall under the jurisdiction of British Rowing; or

¢ Where a complaint is considered to relate to a service that is provided jointly by British Rowing and a third-party organisation and
British Rowing considers the third-party organisation would be in a better place position to respond to the complaint.
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At any stage of the complaints process British Rowing may, at its sole discretion, decide to refer the complaint to the British Rowing
Disciplinary Group for review, advice and/or recommended action.
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