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Complaints Procedure
Introduction

Sport Waikato is committed to ensuring a high quality of service to all staff and public. However, there may be occasions when problems do arise and you do not get the standard of service you expect. All complaints are taken seriously and acted upon quickly and effectively.

All official complaints will be thoroughly investigated and, if justified, we will put matters right, giving you an explanation and an apology.

Process
1. If there is a problem with any of our services please raise your concerns promptly and directly with a staff member. Where possible they will resolve the matter directly or put you in touch with someone who can help.  Depending on the level of complaint following follow up applied:
a. Public apology

b. Media retraction

c. Apology letter

d. Emailed apology

e. Verbal apology

f. Outcomes of complaint communicated back to complainant
2. If you are not satisfied, ask to speak to the Executive Assistant, who will investigate your complaint.  Alternatively, you may prefer to put your complaint in writing addressed to the Executive Assistant, Sport Waikato, PO Box 45, Hamilton 3240.
3. Complaints received will be acknowledged within five working days of receipt and investigated. You may expect a full response within 15 working days. If it is not possible to respond within that time because of the complexity of the issue, we will let you know when to expect a reply.
4. While there may be some circumstances beyond our control Sport Waikato aims to use complaints constructively to improve the service we provide to all our customers.
5. Maori staff/public and their whanau will have access to a Maori advocate from Sport Waikato’s Roopu group to support them during the complaints process if they so choose.
6. If you are not satisfied with the way your complaint has been handled and wish to take it further you may wish to write to the Chief Executive, who can arrange to have the complaint assessed. Please send your letter to the Chief Executive, Sport Waikato, PO Box 46 Hamilton 3240. 
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