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Halifax Trojan Aquatic Club Complaint Procedure 

 

 

The Halifax Trojan Aquatic Club is a swim club that is committed to providing a safe, positive and 
respectful environment for its members, staff and volunteers.  We are a team that is open to listening to 
member’s needs and concerns and aim to provide feedback in a timely manner. Complaints may arise 
from individual swimmers, parents, members of the public, coaches/staff and other clubs 
(swimmers/coaches/parents).   We anticipate that most concerns should be resolved quickly but to 
protect the privacy of the members and coaches involved, we encourage the following process. 

There may be times when you disagree with the coach, or feel that something else should be tried or 
recommended.  It is important to approach the coach directly with your concerns. Any disagreements should 
be dealt with, first, by direct dialogue with the coach in question.  This often will resolve whatever concerns 
may be present, or may answer what questions you have.  As well, it provides the coach with an opportunity 
to respond to any concerns or allegations that refer directly to him or her.  Discussing concerns with others 
without first giving an opportunity for the coach to respond, is unfair to the coach and sets up a dynamic or 
distrust between coaches, parents and swimmers.  This same behavior is expected of HTAC coaches; they are 
to approach you directly with any concerns or questions they have pertaining to you, rather than discuss 
them with swimmers or other parents.  You, too, have the right to respond individually.  
If you continue to have concerns after speaking with the coach, the recommended course of action is: 

 

Step #1 
If the issue or concern continues to be unresolved or the member would prefer to avoid discussing the 
issue with the coach in question, concerns can be directed to the lead coach for that swim group.  For 
the grassroots levels (novice through gold) the grassroots coordinator for the pool location is the lead 
coach.  For the provincial, junior and senior development groups, the assistant head coach is considered 
the lead coach.  For the senior group, the clubs head coach should be contacted.  For the senior 
performance and high performance groups, to the extent that the complaint involves the head coach, 
the clubs President should be contacted. 
  
Step #2 
If a satisfactory outcome has not been reached or a member feels uncomfortable contacting coaches 
directly, the parent representative for that group can be contacted for a confidential discussion 
regarding the issue as to what further action could be taken. The parent representative can also 
confidentially speak with the parent representative coordinator on the Board if the member wants the 
information communicated at the Board level in an informal way. 

 
 



Step #3 
If a satisfactory outcome is not reached following the previous actions, a written formal complaint can 
be submitted to the board.   This complaint cannot be anonymous. 
 
A meeting will be scheduled with the Club President and complainant.  If deemed necessary by the 
President, there will be a sub-committee of the Board, comprised of at least three members, struck to 
hear and review the complaint.  This committee will be comprised of one coaching staff appropriate to 
hear the complaint, one parent representative and one officer.  The committee will meet with the 
responsible parties and aim to come up with a solution to resolve the issue in a timely fashion.  They will 
also deal with matters objectively and confidentially taking into consideration our Club’s policies.  All 
discussions will be documented.  This committees decision is final. 
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