Policy and Procedures on Grievances and Complaints
Purpose:  This policy establishes guidelines to ensure that grievances and complaints about USTA SC actions, programs, staff, or volunteers are dealt with promptly, fairly, and politely.

Policy:  
1.    Grievance Committee.

a. The President of USTA SC will appoint a Grievance Committee of at least five members, two of whom shall be a Chairman and a Vice Chairman. The Vice Chairman shall act in the absence of the Chairman.  

b. The Grievance Committee shall be responsible for investigating and adjudicating any written grievance brought forward in accordance with the definitions and procedures of this policy.  The Grievance Committee shall also hear appeals of tournament suspensions imposed under the USTA SC Junior Suspension Point System. 

c. The Committee shall conduct its inquiries and make determinations pursuant to this policy and other procedures approved by the Board of Directors.  It will ensure that all grievances and complaints are dealt with fairly, promptly, and politely, with due regard for the privacy of the individuals concerned.  It will employ a consumer-oriented approach to ensure that the individuals it deals with feel they have been treated with courtesy and respect and their concerns have been given due consideration.

2.    Grievances and Complaints.

a. A grievance is a written allegation that an officer, employee, member, contractor, volunteer of the USTA SC, or any participant or person attending a USTA SC sanctioned activity, has violated the by-laws, policies, or regulations of USTA, USTA Southern, or USTA SC, The Code, or the Rules of Tennis.
b. A Complaint is a written or oral allegation that is not presented as a formal grievance and does not have to be forwarded to the Grievance Committee.  The appropriate volunteers and staff members are expected to make every effort to resolve complaints fairly, promptly and politely.  

c. A complaint that cannot be resolved to the satisfaction of the complainant may be submitted as a grievance by the complainant.
3.   Submission of Grievances and Complaints.

a. Anyone may submit a grievance to the USTA SC office.  Grievances will be forwarded in a timely manner by the recipient USTA volunteer or staff member to the Chairman of the Grievance Committee.  Complaints may be submitted to any USTA SC volunteer or staff member and anyone receiving a complaint should refer it to the appropriate person.

b. Grievances and complaints submitted by mail will be considered to have been filed on the day they are postmarked.  Grievances and complaints may be submitted by facsimile and will be considered legitimate provided they are signed.  Such documents will be considered to have been filed on the date marked on the document during transmission.  Complaints may be submitted telephonically, by e-mail or in person, but grievances may not. 

c. Grievances must be received within ten days following the date on which the alleged violation occurred.  If the alleged violation is falsification of information, this ten-day period will begin on the day after the person submitting the grievance learns of the falsification.  A grievance submitted after the ten-day period may be considered if the Grievance Committee feels the grievance is of such gravity that it must be dealt with by the Committee.

4.   The Grievance Process.

a. The staff liaison to the Grievance Committee will notify the person submitting the grievance that the grievance has been received and referred to the Grievance Committee.  This notification will be made promptly and, if possible, within three working days of receipt of a grievance.
b. The staff liaison will send the subject of the grievance written notice of the grievance and a copy of the grievance. Such notification will be made promptly and, if possible, within three working days of receipt of the grievance, by certified mail, return receipt requested. The notification will request a written response within ten working days of the date the notification is received, noting that the response is to be sent directly to the Chairman of the Grievance Committee. 

c. The Grievance Committee at any time during the grievance process, may request additional information from the parties to the grievance, witnesses to the alleged violation, or any other persons, and give them a deadline by which to respond.  

d. The Grievance Committee may request information pertinent to a grievance from any other USTA SC Committee or staff member and give them a deadline by which to respond.  In its deliberations, the Grievance Committee will consider the recommendations of other committees or staff, but will not be bound by them. 

e. The Grievance Committee will meet in person or by teleconference to consider a grievance as quickly as possible. Normally, this will be done within five working days of receipt of the written response from the subject of the grievance and any other information requested by the Grievance Committee.  The Committee may, at its sole discretion, hold a hearing to assist it in its deliberations.   

f. The decision of the Grievance Committee will be determined by majority vote.

g. The decision of the Grievance Committee shall be transmitted to the Executive Director in writing signed by the Chairman of the Grievance Committee. The transmittal must include the rationale for the Committee’s decision, any penalties imposed, the right to appeal to the President of USTA SC for review by the Executive Committee, and the requirements for submitting an appeal.  

h. All parties to the grievance will be notified, normally within three working days, of a final decision by the Grievance Committee. This notification will be made in a written letter signed by the Chairman of the Grievance Committee or the Executive Director.  The notification must include the rationale for the Committee’s decision, any penalties imposed, the right to appeal to the President of USTA SC for review by the Executive Committee, and the requirements for submitting an appeal.  Notifications will be sent by certified mail, return receipt requested.  

i. The staff liaison will provide an interim report to all parties if the elapsed time since any party was informed of the status of a grievance exceeds twenty working days.  The intent of this provision is to ensure that all parties to the grievance are aware of any delays and can be confident that the matter is being handled as rapidly as possible.

5.
  Penalties.  

a. The Grievance Committee may impose the following penalties.


 
(1).   Written reprimand by the Chairman of the Committee.



(2).   A fine in an amount not to exceed $1,000.00.



(3).   Loss of ranking points.

                (4).   Probation under such terms and conditions as the Committee may deem appropriate (violation of any of the terms of probation shall constitute grounds for the imposition of additional penalties).

(5).   Suspension from participation in USTA-sanctioned events within  South Carolina for up to two years, or in the case of organizational members, withdrawal of tournament sanctions for up to two years. 

                (6).   Recommendation that the Executive Committee exercise its authority to request that the USTA expel a member or member organization.




 
(7).   Any combination of the above.

(8).   In a case of an appeal of a player suspension under the USTA SC Junior Suspension Point System, the Grievance Committee shall either uphold the suspension or reduce or eliminate it, but may not impose a harsher penalty.

b. Under most circumstances, a period of suspension shall begin on the date of the Grievance Committee’s decision.  However, when a grievance involves bodily injury or a threat of bodily injury, the Committee may immediately, upon adequate proof, suspend an alleged offender from participation in USTA-sanctioned programs or events within South Carolina, pending the outcome of the grievance.  

c. Periods of suspension or probation will begin on the date of the Grievance Committee’s decision unless the Committee determines otherwise. 

.

d. When a grievance involves a person associated with a player, such as a parent, guardian, spouse, friend, coach, etc., a penalty may be imposed on the player and/or the person associated with the player.

e. The Grievance Committee may recommend to the Executive Committee the extension of sanctions across all programs according to USTA SC By-Laws, Article IX, Section 7. 

6.
  Appeals.

           a.   Any party to a grievance may appeal a decision of the Grievance Committee, in writing, to the President of USTA SC and request a review by the Executive Committee.  The appeal must be received within ten days of the date of receipt of notification of the Grievance Committee’s decision.

           b.   The President will, upon receipt of an appeal, forward it in a timely manner to the Executive Committee.  All parties to the original grievance will be notified by the staff liaison by certified mail, return receipt requested, that the appeal has been received and sent to the Executive Committee for disposition.

           c.   The Executive Committee will promptly, normally within five working days, review the findings and decision of the Grievance Committee.  In its review, the Executive Committee may, at its sole discretion, request and consider further evidence.  

          d.   The Executive Committee may uphold, modify or reject the Grievance Committee’s decision, but may not impose harsher penalties.  The Executive Committee’s decision will be final and binding. All parties will be notified promptly, normally within three working days of the decision, by certified mail, return receipt requested. 

          e.   A suspended member or member organization may be reinstated by the Executive Committee at any time on the basis of evidence that reinstatement is merited.  Prior to taking such action, the Executive Committee will consider the recommendations of the Grievance Committee.

7.  Processing Complaints.

a. A complaint will normally be handled by a staff member, who will respond by telephone, or if the complainant cannot be reached, by e-mail or letter.  The staff member will attempt to satisfy the complainant. When indicated or necessary, the complaint will be referred to another USTA SC staff member, a committee chair, a Board member or other appropriate person for investigation, recommendations, or response.
b. If a complainant is not satisfied with the response to his or her complaint, the complainant will be advised of the option and procedure for filing a grievance.
c. The Staff Liaison for the Grievance Committee will monitor complaints and brief the Chairman of the Grievance Committee on apparent trends and any complaints that are likely to lead to grievances. 

     8.  Grievance and Complaint Log and Files.

a. The Grievance Committee Staff Liaison will maintain a written log of grievances and complaints.  The log will contain the names of the parties to the grievance or complaint, a brief description of the allegation, and a history of all actions taken, to include dates.

b. The log will be maintained in computerized form.  Access will be available to the Chairman and Vice Chairman of the Grievance Committee, Executive Director, Board Liaison, President and General Counsel.

9.  Correspondence.  

a. Letters and other written materials sent to the parties to a grievance must be approved by the Chairman of the Grievance Committee. Letters containing decisions of the Committee must be signed by the Chairman or the Executive Director.  Written correspondence will be sent to the last known address of the party, and the mailing date and date of receipt will be recorded in the log. 

b. Personal and telephonic conversations with parties to a grievance will be recorded in a memorandum for record, which will be filed with other documents pertinent to the case, and summarized in the log.

c. Written and e-mail correspondence between members of the Committee and between the Committee and staff or volunteers will be filed in the pertinent case files.

d. Suspensions of SC players will be reported to USTA Southern Section. Actions of the USTA SC Grievance Committee that involve the imposition of penalties on individuals from other states will be reported to the appropriate USTA Section, to the USTA District where the individual resides, and to other persons or organizations as directed by the Board of Directors.

10.  Confidentiality.  

a.   The Grievance Committee will conduct its activities in confidence.  Grievances will be discussed only with the parties to the grievance, staff and volunteers directly involved in the grievance, Executive Director, Board Liaison, President and General Counsel.  Written materials related to a grievance are subject to the same restriction.

b.   All parties to a grievance will be expected to abide by these restrictions and maintain strict confidentiality. Violation of this policy could lead to penalties.

c.   Cases that are appealed may be discussed with the Executive Committee and cases involving players from other states may be discussed with appropriate members of other USTA organizations.

 d.  Documents submitted as evidence may be released upon the written request of any party to a grievance, provided the request is received at any time after the written grievance is received, but before a decision is made by the Chairman or the Committee.  This provision pertains to any documentary evidence related to the case, such as police reports, public documents, or statements from tournament staff, officials, court monitors, tournament participants, or spectators, but not to internal working documents of the Grievance Committee.  Items released to any party to a grievance will be made available to all other parties.  Documents will not be released after a decision has been reached by the Committee.  

e.   Summary reports of grievances that do not identify the parties involved may be provided to the Board of Directors.  Such reports may also be provided to other USTA SC Committees to assist them in improving activities under their purview. 

11. League Grievance Systems.  

All grievance and grievance appeal actions arising out of official USTA, USTA Southern, or USTA SC Adult League programs or Junior Team Tennis will be administered according to appropriate USTA League Regulations.  Grievances involving all other league programs are administered by league grievance committees of those programs at the local, state, sectional and national levels, as appropriate. 
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