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Goal 
CASSA’s (Canadian Amateur Synchronized Swimming Association) core values include excellence, 
integrity and accountability. CASSA is committed to providing quality services to its members, and working 
in a transparent manner so as to build trust and respect among its members, partners and stakeholders.  
 
One of the ways that we can live our values is by listening and responding to the views of our members, 
athletes, coaches, judges, volunteers and other stakeholders, and in particular, by responding positively to 
complaints and correcting issues when appropriate. 
 
By this policy, CASSA aims to ensure that: 

• Lodging a complaint is simple to do; 
• We treat a complaint as a clear expression of dissatisfaction with our service, programs or events, 

which calls for an immediate response; 
• We respond to complaints effectively; 
• We respond in the right way – whether that be an explanation, an apology, a correction or other 

action; 
• We learn from complaints, using them to improve our services and relationships; and  
• We review our complaints policy and procedures annually. 

 
Informal complaint procedure 
An informal approach to resolving a complaint or a dispute is always preferred. We recognize that many 
concerns will be raised informally, and may be dealt with quickly. Our aims are therefore to: 

• Resolve informal concerns quickly; 
• Keep matters low-key; 
• Where appropriate, encourage mediation between the complainant and the individual to whom the 

complaint has been referred. 
 
However, if concerns cannot be satisfactorily resolved informally, then a formal complaints procedure will 
be followed, as described below. 
 
Formal complaint procedure 
The purpose of this procedure is to ensure that all formal complaints are handled swiftly, fairly, consistently, 
and confidentiality, and wherever possible resolved to the Complainant's satisfaction. 
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For the purposes of this policy “complaint” is “a formal expression of dissatisfaction with CASSA, with a 
member of staff, with a Director, or with a volunteer that relates directly to the business of CASSA, and that 
requires a formal response”. 
 
As part of this procedure, CASSA’s responsibility will be to: 

• Acknowledge the formal complaint in writing; 
• Respond within a stated period of time; 
• Deal reasonably and sensitively with the complaint; 
• Maintain confidentiality with respect to the complaint; 
• Take action where appropriate. 

 
As part of this procedure, the Complainant's responsibility will be to: 

• Make their complaint, in writing, within 8 weeks of the issue or incident that gave rise to the 
complaint; 

• Submit their complaint directly to the appropriate member of CASSA staff;  
• Explain the problem as clearly and as fully as possible, including describing any action taken to 

date and stating any desired remedy; 
• Allow CASSA a reasonable period of time to deal with the matter; 
• Maintain confidentiality with respect to the complaint; 
• Recognize that some circumstances may be beyond CASSA’s control. 

 
It is difficult to satisfactorily resolve complaints and disputes when they are debated publicly. Therefore, it is 
CASSA’s policy that once a formal complaint is lodged, both CASSA and the Complainant will make every 
reasonable effort to maintain confidentiality until the complaint is resolved. There may be circumstances 
where confidentiality is not possible, in which case CASSA and the Complainant will agree on what 
disclosure may be permitted.  
 
There are three stages to the formal complaints procedure. These stages are progressive and all 
complaints must proceed through these stages: 
 

Stage 1 
If a Complainant has been unable to resolve a complaint informally, he/she may make a written complaint 
to the appropriate staff person of CASSA. If the complaint relates to a Director, then the written complaint 
should be made to the Director. The Complainant can expect their complaint to be acknowledged within 
four working days of receipt, and to be responded to within 15 working days. If the Complainant is unsure 
which CASSA staff person should receive the complaint, then the complaint can be submitted to the Chief 
Operating Officer (COO), who will direct it to the appropriate staff person.  
 

Stage 2 
If the Complainant is not satisfied with the response from the staff person, he/she may request that the 
COO review the complaint. The Complainant can expect their request for a review to be acknowledged 
within four working days of receipt, and to be responded to within 15 working days. 
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Final Stage 
If a Complainant is not satisfied with the review by the COO, then he/she may make a written request to the 
Chair of the Board of Directors to review the complaint. The Chair will respond within ten working days and 
will inform the Complainant of the steps that will be taken to investigate the complaint and of the expected 
amount of time until the results of the investigation will be communicated.  
 
Note. If the original complaint was against a member of the Board of Directors, or against the Board of 
Directors as a whole, then the Chair of the Risk Management and Quality Assurance Committee of CASSA 
will handle the final stage of this procedure. If the original complaint was against the COO, then the Chair of 
the Board of Directors will handle the final stage of this procedure.  
 
In fulfilling their responsibilities under this policy, representatives of CASSA (staff, the COO, Directors, the 
Chair of the Board or the Chair of the Risk Management and Quality Assurance Committee) may obtain 
independent advice.  
 
Timelines 
CASSA’s goal is to resolve all complaints as quickly as possible, and in accordance with the timelines 
noted above. However, it is inevitable that some issues will be more complex and therefore may require 
more time to be fully investigated. If a complaint requires a more detailed investigation, the Complainant will 
receive an interim response describing what is being done to deal with the complaint, when a full reply can 
be expected, and from whom. 
 
Monitoring and Review 
The Board of Directors of CASSA will review this policy annually. They will also receive, annually, a report 
summarizing complaints made and resolutions achieved. This report will be generic and will not identify 
individuals by name. 
 


