
 

 

Complaints Policy  

This is the policy that Horsham Football Club will use if you make a complaint against the 

Club or an individual representing the Club. The complaint can be about their conduct or 

behaviour that is unsafe, unprofessional, discriminatory, offensive or intimidating. The 

complaint could also be because the club or individual has broken rules or policies. 

As a club we take all complaints seriously and you should in no way feel that you will be 

harassed, bullied or put at a disadvantage if you make a complaint. 

When dealing with your complaint we will follow our Equality Policy so no matter your age, 

gender re assignment, disability, race, religion or belief, marital and civil partnership status, 

pregnancy and maternity and sexual orientation your complaint will be dealt with fairly and 

openly. 

We will treat any complaint in full confidence. 

All complaints relating to Safeguarding will be reported to the Clubs Safeguarding 

Officer: safeguarding@horshamfc.co.uk 

How to Complain 

You can lodge your complaint to a Club Official in person, by email or in writing. Any 

complaint in person will be written down by a Club Official who will read back what you have 

said to make sure that they have understood the nature of your complaint.  

Step 1 

Many complaints can be resolved promptly and at the time of the initial problem. 

Find a Club Official to speak to and, in a calm manner, explain to them what your complaint 

is regarding. 

If the Club Official cannot resolve your complaint then it can be taken to the next level which 

may involve us taking your name and contact details so we can get back to you to follow up 

your complaint. 

Step 2 

How to make a Formal Complaint. 

If you are unhappy with how the original complaint was dealt with, or you feel that the 

complaint is of a more serious nature, then you can contact the club by email: 

complaints@horshamfc.co.uk or in writing to Complaints, Horsham Football Club, Camping 

World Community Stadium, Hop Oast, Worthing Rd, Horsham, West Sussex RH13 0AD.  

This must be done within 10 working days of the issue taking place. 

In any email or letter you must include the following 

 Your name and contact details       

 The reason for your complaint 

 Any witness statements and names that you have including contact details. 

 Details of any former complaints made about the incident, date, when and to whom. 

 Names of anyone who has been treated in a similar way or subject to a similar 

experience. 

 A preference for a solution to the complaint.     



 

 

               

What Horsham Football Club will do 

 We will acknowledge receipt of your complaint within 3 days 

 We will aim to send a full written reply within 10 days of receiving your complaint 

 If we are unable to give a full written reply within 10 days, because we are 

investigating the complaint, we will inform you of when you can expect a formal reply 

 If we need further information on the complaint then we will contact you 

 If we have done something wrong or made a mistake, we will apologise. We will tell 

you what went wrong and what we are doing to put things right. 

 If you are unhappy with the outcome of your complaint you will have a right to 

appeal.                                                                                                                               

Stage 3 

If you are unhappy with the outcome of your complaint then you can contact a member of 

the Board of Directors who, in normal circumstances, will not have been involved in the 

original investigation. Their contact details can be found by following this link Club Officials - 

Horsham Football Club (horshamfc.co.uk) 

You must contact the above person within 10 days of receiving the club’s written response. 

In any response you must outline the complaint and the processes that have already taken 

place and the reasons why you are unhappy with the original outcome. 

Following the investigation by a member of the Board of Directors, you will receive their 

outcome of your complaint within 10 days 

Stage 4 

If, after the above stages, you still feel unsatisfied with the outcome of your complaint you 

can contact one of the following. 

Sussex FA 

The FA 

Isthmian League 

 

From any complaint received we, as a Club, are learning so are always interested if 

you have any ideas on how we can do things better.  

We also would like to hear from you when we do things well! 

https://www.horshamfc.co.uk/club-officials/
https://www.horshamfc.co.uk/club-officials/

