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Introduction  

Hinterland District Netball Association (HDNA] is committed to effective, efficient, and timely 

resolution of complaints and management of incidents that occur within our organisation, refer to or 

reflect on our Association. 

Whilst we aim to proactively manage situations to prevent escalation, all complaints will be treated as 

legitimate and addressed in an appropriate manner in accordance with this policy, and without 

influence or prejudice. 

This policy should be read in junction with the Associations Constitution, By-Laws and Member 

Protection Policy. 

Application of Policy 

This policy applies to all parties associated with fixtures or events held at HDNA, by HDNA, or where 

HDNA is participating. This includes, but may not be limited to: 

• All persons elected or appointed as officials of HDNA or to any position within HDNA, whether 

paid or voluntary. 

• Life Members and Honorary Members of HDNA. 

• All HDNA support personnel including coaches, managers, umpires, sports medics, and sports 

trainers. 

• All members of Affiliated clubs and teams and their officials including managers, coaches, 

scorers and umpires. 

• All players, members and spectators attending HDNA fixtures, training, camps or at events 

where HDNA is participating or that have been sanctioned by HDNA. 

• Members and officials from visiting clubs, teams or Associations who are participating at HDNA 

events or fixtures. 

The policy specifically covers decisions, actions and behaviours that occur at HDNA fixtures, training, 

social events and or any activity occurring at or sanctioned by HDNA. It also covers private behaviour 

where that behaviour brings our Association into disrepute (such as social media comments) or where 

there is suspicion of harm or on impacting the wellbeing of a minor/adult. 

Purpose 

HDNA will manage all incidents and complaints in a professional manner ensuring matters are dealt 

with fairly, transparently and within a reasonable time frame.  

HDNA will wherever possible or viable, maintain the confidentiality of parties to an incident or 

complaint, and will ensure that no individual is victimised or disadvantage for making, supporting or 

providing information relevant to or about a complaint matter. 

Individuals will have access to both informal and formal avenues to resolve matters based on the 

nature or seriousness of the complaints, and the preference of the party. In all instances, and unless 

considered unreasonable (or potentially detrimental to do so), it would be expected that all matters 

would be raised with officials of the relevant Club or Team prior to lodging a complaint with HDNA. 
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HDNA will provide avenues for appeal against any action that the Association may take regarding the 

management of incidents and complaints. 

Background 

A complaint can be about an act, behaviour, omission, situation, or decision that someone thinks is 

unfair, unjustified, unlawful and/or a breach of HDNA policies.  Complaints will vary and can be about 

an individual, a group behaviour, or a club decision; a single incident or a series of events; they may be 

extremely serious or relatively minor.   

Given all the variable that may arise, HDNA has identified and described the broad range or categories 

of issues that arise, outlined broadly how they will be managed within HDNA, and developed 

procedures which provide more detailed information in regard to the handling of specific issues.   

Disputes  

A dispute is usually where one party challenges, questions, or disagrees with an action taken or 

decision made in regard to the conduct or result of games, and the issue may not be resolved at the 

time.   

Examples of disputes in our sporting framework could include: 

• Action or officials’ decision that impacted the score or outcome of a game 

• Team alleging the opposing team are not complying with the Rule of Play 

It is envisaged that disputes will be raised immediately at the time they occur with game officials or 

competition convenors, in order to be resolved prior to the completion of the game. 

Protests 

A protest is usually where an issue has been raised and a decision has been made, which the aggrieved 

party remains opposed to.  

Examples of protests in our sporting framework could include: 

• Disagreement regarding penalties imposed for non-compliance with competition rules (e.g. loss of 

points for non-notification of forfeit). 

• Disagreement with an official’s decision regarding the interpretation of the rules of play that 

impacted the results of the game (e.g. forfeit due to insufficient registered players). 

In accordance with the HDNA Bylaws and the procedures within this policy, protests must be lodged in 

writing within 48 hours of the incident or decision being made.  Protests will then be reviewed by 

HDNA, and a decision advised within 7 days of the protest lodgement. 

Incidents 

An incident would generally be identified where there has been a serious event observed by or 

reported to HDNA executive members or competition officials.   

This may include, but is not limited to: 

• Events that have occurred between players during a game,  

• Actions or comments made by game or club officials,  

• Actions or comments made by members or spectators, 
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• Comments made on social media relevant to the operation or reputation of HDNA or its members.  

Incidents will be addressed as soon as possible.  When they occur HDNA will seek to identify the most 

appropriate party and method to address the incident. 

Complaints 

Complaints can be generated by activities and actions both on-court and off-court, and are usually 

where one party considers that action, language, or behaviour is inappropriate, offensive, or harmful, 

and does not comply with the HDNA Code of Behaviour. 

It would generally be expected that on-court issues or actions would be dealt with appropriately by 

officials at the time of the game.  

Some examples of issues that may generate a complaint may include: 

• Any on-court action of a serious nature that is either not covered by the Rules of Play or were not 

adequately dealt with by officials during a game or is deemed serious so as to warrant further 

disciplinary action. 

• Any action or behaviour by an official or HDNA member whilst representing the Association at an 

event 

• Any member making inappropriate comment on a social media platform regarding HDNA, it’s 

officials or members that has the potential to bring the Association or sport into disrepute.  

• Spectators making derogatory, distracting, or abusive comments regarding players or any official at 

any fixture at or sanctioned by HDNA. 

Complaints should be lodged as soon as possible to ensure that pertinent details are available and 

recalled.  A format is available on the HDNA website for complaints to ensure relevant details and 

contacts are included.  NOTE that all complaints regarding Junior and NetSetGO fixture MUST be 

lodged with the relevant Club Executive or team contact in the first instance.  Clubs/teams will then 

consider resolution internally prior to forwarding to HDNA Executive for action. 

HDNA will consider all complaints lodged with them and will determine required action.  This may 

include:   

• Informal action such as management through the Member Protection Information Officer 

• Offer of assistance with mediation between parties. 

• Formal investigation. 

• Referral to Netball Queensland for assistance 

• Referral to another external agency (such as Police, anti-discrimination body)  

Procedures for the management and resolution of complaints are contained within the Member 

Protection Policy and the detailed procedures accompanying this policy.  In accordance with these 

policies, wherever possible and reasonable to do so, complaints will be addressed and resolved within 

21 days of being lodged with HDNA. 

Complaints that deemed to be frivolous, vexatious, or disingenuous will be discounted and may lead to 

action being taken against the complainant. 

HDNA Commitment 
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We recognise that it is inevitable in any sport that discord, grievances, and complaints will arise.  HDNA 

is committed to the effective and efficient resolution of issues and complaints at all levels of the 

Association and will provide both formal and informal avenues to address and resolve matters.  

HDNA also commits to deal with all matters raised as expeditiously as is reasonable, while also 

ensuring due consideration, procedural fairness, and natural justice for all parties. 

 In order to achieve this HDNA will: 

• Nominate a Member Protection Information Officer (MPIO) to provide informed and impartial 

advice and assistance to our members in regard to resources and avenues available to resolve 

concerns.  

• Ensure that mediation is offered to an aggrieved party as an option to assist resolve their concerns. 

• Undertake to review and advise outcomes of protests within seven (7) days of lodgement. 

• Acknowledge complaints within two (2) days of lodgement and wherever possible and reasonable, 

finalise the decision regarding the complaint within 21 days. 

• Maintain confidential records of complaints, incidents, disputes, and protests, including details of 

timeliness and outcomes. 

• Promulgate this policy and all relevant resources to our members, ensuring access to raise 

concerns. 
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Management of Disputes (Refer HDNA By-Laws) 

Management of Protests  

Management of Incidents 

Management of Complaints 

 Roles 

 Informal Resolution 

 Fromal Action 

Procedures 

 Attachment A – Resolving Disputes 

 Attachment B – Addressing Protests 

 Attachment C – Addressing Incidents 

 Attachment D – Managing Complaints Informally (includes mediation) 

 Attachment E – Managing Complaints Formally 

 Attachment F - Escalation and External Assistance 

 Attachment G – Appeals and Hearings 

Discipline Measure 

Appeals and Reconsiderations 

 

                   


