Tennis New Zealand
‘Tennis Participant Policy Decision Tree

Ifthe complant incident could poentialy be on-going during the
complaint period, whether that s inreation o the complanant or
other ndividual,the NZTE manager shoukd consider éngaging

polential furtherincidents.

Matte efertedto appropriate NZTE manager fo manage the

NZTE manager appoints a MPIO '

NZTE manager emais complainan, copying in MPIO, confiming

v

MPIO engages with complainant (inperson, on-ing, by phone) fo

Shoukd matter be eferred to

v
MPIO folow-up with emal 1o complainant, ataching acopy ofthe
TNZ TPPP and asking ity supply any adtonaldocumenis |
information perinent o their complain, ot ar of he rginal
complin, incluce detis of what asutaberesoluton o e

thatthe complainant may be able to access (e9. counseling).

v

Once aldocumentation/ information i received by the MPIO,

Once all documentation/ information i received by the MPIO, MPIO

v

Isitsuitable for the complent to
-— progress as under the TPPP?
v
NZTE manager puts i piace  process 10 resolv the matter,
‘which may requie an apology. o meet ith the
complainant. aeations o polices, procedures and processes

[ —_—

NZTE manager keeps complainant informed of progress and
outcome, noting tha th relevant NZTE may opt o not make any
v
The MPIO advises the NZTE manager tha the complainant has
equested nformal resoluton, meaning the NZTE manager needs

v

MPIO engages with respondent (i person, on-ine, by phone) to

esolvethe complain, withthe complainant having requested an
informal prs
esoluion remains an option o the complainant.

v
The MPIO sends he compaint, aong withacapy ofthe TPPP and
othr elevant informaton o the responden; 25 wel s detls of
any support sevices that the complainantmay be ale o access

v

The MPIO advises the respondent that the complainant has
requested the matte be resolved nformally and so a mediator wil
be appointed. The respondent s asked to prepare aresponse 0
the complaint thatwil be shared with the complainant and the

v

“The MPIO provides the compainant with a copy ofthe.
respondents response. Based on th nalure of the response, the
'MPIO shouid confim the complainant il wishes o proceed ith
an informa resolution process. I nforma e

highly unlkely o be sucessf, then the complainant shouid

v

Continue vith nformal
esoluion?

\4

The NZTE manager advses the MPIO ofthe appcinted mediator,

v

“The MPIO provides the mediator with all documents reating o the
‘complait, cleary identfying which documents have been seen by

\4

the mediaton, which can occur n person (deal) o video conference

A

each party o have a support person present

v

Informal resolution (mediation

session)

+

Mediatorissues summary reportfo both partie, the MPIO and the
manager

v

v

Informa (mediaton) or formal
(ibunal) resolution?

Dees the complinant vish the
complaint o proceed wi

¥

(ZTE manager,

Does he complaiant wish the
complaint 1 proceed vith ormal
(tibunal) esoluion?

— @
A

MPIO supports the complainant 0 take the mater fo the extermal
agency and makes t cear {0 the complainant that any process
under the TPPP is suspended untl the external agency concudes
s

v

oes extemal agency outcome:
‘Watrant any folow-up acton

-@

———f

——

v

“The MPIO adviss the NZTE manager that th complanant has

uton,
toidenify and appoint atrbunal panel,including a nominated

v

The respondent should be contacted by the MPIO and advise
them that a complaint has been recelved (unless this has already.
occurted during an unsuccessful informal esoluton)

v

“The MPIO advises the responden tht the complanant has.
equested the matter be esolved formally and s0.atbural is
being established to hear the compaint. The respondent s

sked 10 prepare a response o the complait thatwil be shared
wih the complainant and the tribunal (uness this has aieady
ocourted during an unsuccessful informal resolution)

v

The MPIO provides the complainant with a copy of the
respondents responss. Bassd on the naure of th respanse,
the MPIO shoukd confim the complaiant st wishes to pro

witha forml resolutonprocess (uness thi has aready occurted
during an unsucoessful nforma resoluto).

v
T
-
— Coninu vithfoml
resoluon?

~@- :
The NZTE manager advises the MPIO of the appointed tribunal

v

“The MPIO provides the tribunal chair with all documens elating fo
the complain,ciearl dentiing which documents have been seen

for th tbuna hearing, which can occur in person (deal) or video
A4

foreach party o have a support person

present, and the need for

‘any witnesses to be i atendance so that they may be questioned

A4

Formal resolutio

(tribunal

rearing)

v
Tribunalchait ssues summary report to both paries, the MPIO and

v

“The NZTE manager il the summary repot and shares it the
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Incident involing an indiidual that chooses to make a complaint
Need to have options where they can make a complaint, approach a safeguarding officer for advise on how to complan or approach theirlocal NZTE for direction

Incident occus that becomes subjetof complaint

‘Complainant undertakes thei own research o seeks guidance from
a saleguarding offcer or NZTE representative as o how fo make a

fthe complaint incident could potentially be on-going during 4———  Materreferred fo appropriate NZTE manager to manage the
the complaint perod, whether hat s in relaton o the
‘complainantorother inividuals, e NZTE manager should
consider engaging ith a rusted represenalive tha can be
in ttendance to minimise potenial further incidens.

NZTE manager appoiis a MPIO

'NZTE manager emais compiainar, copying in MPIO, confiming

v

MPIO engages with complinant (n person, o, by pone) o
discuss compiaint and make them aviae ofhe process o folw (o
resalve the compaint. This includes making the complainant aware
that hey own thei complaint and have th abiiyto determine how.

A

Shoud mater b referd o
p— ‘an extemal agency (¢.0.
v
MPIO olow-up withema 1o complainat ataching a copy of e
TNZ TPPP and asingat ey suppyary adionldocuments
information pertinent ir complaint.
compla,iclude deais of whal a sualeresouion 0 e
complant ok ook e; 25 we as defalsof any suppor senvices
that the complainant may be able to access (e.g. counselling).

v

Once all documentation  informatio s received by the WPIO,

v
Once aldocumentation  nformation s receved by the MPIO, MPIO
proides an update fo NZTE manager o confim mate does meet

v

_—

Isitsutabe forthe compaitto
progress as undar the TPPP?

Qo —
v
NCTE ey i e s e i,

Whic may e an 3pogy, an ot o meel wih the
complainant, alterations to policies, procedures and processes

v

NZTE manager keeps compiainant nformed of progress and
outcorme, noting that the relevant NZTE may opt o not make any

Informal (mediaton) o formal
(tiouna) resolsbon?

v

“The MPIO advises the NZTE manager thal the complainant

has
fomal resoluton, meaning te NZTE manager neds

v

MPIO engages ith respondent (i person, onine, by phone) o
discuss complaint and make them aware of the process o folow o
resole the complaint, with the complanant having requesed an
Informal process, athough f tha proves unsuccessful then a formal
esoluon remains an opion o the complaina

v

The MPIO sends the complaint,along with a copy f the TPPP and
other relevantnformation t th respondent;as el as deais of
any support sevices that the complainant may be able o access

v

“The MPIO adviss the respaondent thatthe complainant has
resalved informally and so a medialor vl
respondent s asked fo repare a response 10

the complain that wil be shared wit the complainant and the

A4

The MPIO provides the complainant it a copyofthe
espondentsresponse. Based on the naure o he esponse, the
MPIO shauid confim the complainan il wishes to proceed i
aninformal resolution process. f nformal resolton appears highy
unliklyto be successu,then the complainant should consider a

4

Contine with nformal
fesoluon?

A4

“The NZTE manager adiises the MPI of the appointed meditor,

Doss the complanantvish the
complin to proceed wihformal

\4

The MPIO provides the mediator with all documents elaing o the
mplin,

v

engages ith bot pares,seting a dte and imo for
 which can occurin person deal) o video conference

\4

“The mediator shares detllsof the process,induding the opton or
‘each pary to have a suppor persan present.

A

olution (mediation

“The mediaor
the medaton

Informal re

+

Medator issues summary eport 0 bot partes, e MPIO and the
NZTE manager

“The MPIO engages with compainant o confirm compaint has boen

04

Has complaintbeen resolved?

Dees the complainant wsh the
complaintto roceed with

v

The MPIO communicates with both partes and the NZTE manager,

The MPIO communicates with both partes and the NZTE manager,

v

MPIO supports the complanant o take the matier 0 the exernal
makes i ear o e complainant tht any pocess

under the TPPP s suspended un the external agancy concludos

is process, and that i may not be approprate for any acion t ever

v

Does extemal agency oulcome
‘Wartant any folow-up action

-©Q

———3

P—

12
The MPIO advses the NZTE manager tha the cormpainant has.
ested formal resoluion, meaning the NZTE manager needs.
{oidentfy and appoint a tibunal panel, inclucing a nominaled

4

“The respondent shouk be contacted by the MPIO and advise
them that a complaint as boe recelved (unless s has aready.
occued during an unsuccessful nformal resoiuton)

v

The MPIO advises the respondent that the complainant has
requesied the matte b resolved formaly and so a tibunal s
being eslabished to ear the complaint. The fespondent s
aske 0 prepare a response {0 the complaint hat vl be shared
vith the compainant and th trbuna (nless this as alrady
occurred during an unsuccessful normal resaluton)

14

“The MPIO provides the complainantwith a copy of the
response. Baset

a formal resoluton process (uness tishas afeady occured
during an unsucoessful nformal resoluton).

|4

The MPIO communicates with both parties and the NZTE manager,

‘The NZTE manager advises the MPIO of the appointed tibunal

v
The MPIO providesth trounlchai with all documenis rolating o
the complain, iealy dentiying whih documentshave been seen
The tiounalchar angages ith bo partes,setg a date and e
forth trbunal hearing,which can ccurin person (deal) o video
\4
‘T tbunal char shares deta of te process, inclucing the opion

for each paryto have a support person present, and the need for
any witnesses 1 be in attendance so tat they may be quesioned

“Trbunal chai isues summary report o both partes, the MPIO and

\4

The MPIO commuricates with both partes and the NZTE manager,

The NZTE manager fles the summery report and shares with the
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Club member witnesses something that they beiieve should be the subject of a complant

Approach the individual directlv if well known to them and encourage them to make a complaint f occurted or officer or ‘an NZTE for direction as to how to proceed an potentialy have them make an approach to the individual on options

Incident ooours that becomes subjectof complaint

Trird party approaches potential victi, if known to them, about
incident and maling complain i hey were @ vicim;or i party
‘appraches safeguarting offce or NZTE representatve 5o they.
an approach potental victim and advise them of their abity 1o
make a complain i they beliee thye are a victm.

Mattr referted to appropriate NZTE manager to manage the

Ifthe complaint ncident could potentiall be on-going durng
the complaint perod, whether that s n rlaton t the
Ty A ey

consider engaging with a rusted represenalive that can be NZTE manager appois a MPIO
I atandanc o inmisepolnia et s

'NZTE manager emais compiainar, copying in MPIO, confiming

v

MPIO engages with complinant (n person, o, by phone) o
discuss complaint and make them aviae of e process o folw (o
resalve the compaint. Thi includes making the complainant aware
that hey own their complaint and have th abiiyto determine how.

A

‘Should mater be efered 1o
an extemal agency (o0

°=

v v
MPIO folowup withemal o conpiainant, atec MPIO supportsthe compainnt o ake the matter o the exernel
"TNZ TPPP and asking tha tey supply any adlonl documents agency and makes i iear o he complinan ha any pocess

informalion ertinent o theircomplaint. Ifnot prtof the oriinal

complaint ncude detais o whal a sulabe resoluton 0 the

complit o ok e o el s deas of oy gt s
ho complinant may be abe 0 access e.g. counsaling) v

v

Once all documentaton  informatio i eceived by the WPIO,

under the TPPP s suspended unil the extenal agancy conclude
is process, and that i may not be approprate for any acion t ever

oes extemal agency oulcome
‘Wartant any folow-up action

-O
¥

(Once all documentation  informaton s recived by the MPIO, MPIO.
provides an update o NZTE manager to confim matter does meet

v

Is it suitable for the complaint to.
-— progress as under the TPPP?
v
NZTE manage puts i place  rocess b resve th mater,
Whic may e an 3pogy, a ot 0 meel wih the
complainant, alterations to policies, procedures and processes

v Iforma (nditon) o formal
— —_—
(rouna) esolton?
NZTE manager kesps complainant nformed of progress an (s —
autome, noig that h rlevent NZTE mayopt o ot make any 3
Tl e e et ot e i o
jeste forma esltn,meaning e NZTE manager ncs
1o Henfy and sppon & un pars, kg a vl

v

The MPIO atdss e NZTEmareer o corplarnt s
resoluon, meaning the NZTE manager needs

PO e st (e iy cn \
discuss complaint and make them aware of the process to follow to. ‘The respondent shoud be contacted by the MPIO and advise

fe50he h it vih e corpianant havig muesedan
Informal process, athough f tha proves unsuccessful then a formal
esoluon remains an opion o the complaina

v

TheW0 st corpi. el acopy e ToPP ars
other rlevantnformaii dent;as well s
et Vet mmp\mml ety pood

v

“The MPIO adviss the respaondent thatthe complainant has
resalved informally and so a medialor vl
ndent s asked 1o prepare a esponse fo

the complain that wil be shared wit the complainant and the

\4

“The MPIO proides the complainant with  copy of the
espondentsresponse. Based on the naure o he esponse, the
MPIO shauid confim the complainan il wishes to proceed i
aninformal resolution process. f nformal resolton appears highy
unliklyto be successu,then the complainant should consider a

4

‘Continve withinformal
fesoluon?

A4

“The NZTE manager adiises the MPI of the appointed meditor,

\4

The MPIO provides the mediator with all documents elaing o the
plai, i

Doss the complanantvish the
complin to proceed wihformal

\4

medator engages with botn prie, sting a cate and me for
ity which can occur n person (deal) of video conference

\4

“The mediator shares detllsof the process,induding the opton for
‘each pary to have a suppor persan present

A

Informal resolution (mediation

+

Medator issues summary eport 0 bot partes, e MPIO and the
NZTE manager

“The MPIO engages with complainant o confim compiaint has been

04

Has complaintbeen resolved?

v

The MPIO communicates with both partes and the NZTE manager,

Dees the complainant wsh the
complaintto roceed with

The MPIO communicates with both partes and the NZTE manager,

-@-

them that a complaint as boe received (uless s has already.
occued during an unsucoessful nformal resoluton)

v

The MPIO advises the respondent that the complainant has
rsqusid e e e esohed om0 re
ol o e e e
st s o o g h o thred
T e R e e
occurred during an unsuccessful normal resaluton)

14

The MPIO providesthe complainant it acopyof he
tespandents response. Based o e ratur of e respanse, he
MPIO should confim the complinan il ishes {0 proceed
afomal rsolton process (uness tis has leady occured
ing an unsuccesstl normal resoltn).

|4

Continue with formal
esolution?

The NZTE manager advises the MPIO of the appointed tibunal

v

The MPIO provides the trbunal chai with alldocuments elating to

the complaint, cearty identiying which documents

A4
The tibunal harsngages with both prts seting aca and me
orthetibunal hearing,which ca accu i erson (deal o ideo
v

“Tne ribunal chair shares detai f the process, ncluding the option
ﬁuvmnmﬂywm support person prsent, and the need for
1obe n attendance so tht they may be quesioned

Tave boen seen

ution (tribunal

hearing)

“Trbunal chaiisues summary report o both partes, the MPIO and

v
The MPIO commuricates with both parties and the NZTE manager,

“The NZTE manager fles the summary report and shares wit the.

The MPIO communicates with both parties and the NZTE manager,
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NZTE becomes aware that something that shouid not be occurring is or could be occurring

NZTE conducts a confidentialinvestigation and uses the outcome of that investigation as the basis for laying a complaint or encouraging the individuals that have been the victims to make a compiaint

D B T ST
the complai , whethertha i n relation

pertr oot gl b NZTE mnlww«llﬂ
‘consider engaging with a rusted representativ that can be
I atlrdanca o koo it e lncdn

—

Incident ccurs esults in NZTE decdng to conduct a confidental
invesigation

12

‘Outoome of thatinvestigaton deniles questionabe behaviour and
is th basis forlying a complaint o encouraging the indiiduals

hat have been the vicims o make a complaint

Mattr referred to appropriate NZTE manager to manage the

NZTE manager appoits a MPIO

'NZTE manager emais compiainar, copying in MPIO, confiming

v

MPIO engages with complinant (n person, o, by phone) o
discuss compiaint and make them aviae ofhe process o folow (o
resalve the complaint. This includes making the complainant aware
that hey own thei complaint and have th abiiyto determine how.

A

Shold matter b referred o an
Poice)?

v

MPIO folow-up with email o complainant, ataching a

complaint ncude detais o whal a sulabe resoluton 0 the
complaint wouid ook ike; as wel a detas o any support services
that the complainant may be able to access (e.g. ounsaling).

A4

Once all documentation  informatio i received by the IPIO,

v

MPIO supports the complanant o take the matie 0 the exernal
makes i cear o e complanant tht any process

under the TPPP i suspended unl the external ager

is process, and that i may not be approprate for any acion t ever

v

oes extemal agency ouicome

v
Onoo all documentatn infomaton i received by the MPIO, MPIO
provides an update fo NZTE manager o confim mater does meet

v

Is it suitable for the complaint o
-— progress as unde rthe TPPP?
v
NZTE manage puts i place  rocess b reslve th mater,
Whic may e an 3pogy, an optio 0 meel wih he
complainant, alterations to policies, procedures and processes

v —

NZTE manager keeps complainant informed of progress an
utcome, noting tht he relevant NZTE may opt o not make any.
v

“The MPIO advisesthe NZTE manager thal the complainant has
requested informa resoluton, meaning the NZTE manager needs.

A4

MPIO cgags i s pron, o by )
discuss complant and make o olow 1o
e e o, v e o s
Informal pocess, athough f that proves unsuccessul then a formal
esoluon remains an opion o the complaina

A4
Theb0 st corps el acopy e ToPPars
other rlevantnformaii dent;as well s
et Vet mmp\mml ety pood
\4
“The MPIO adviss the respondent thatthe complainant has
resalved informally and so a medialor vl
ndent s asked 1o prepare a esponse fo

the complaint that wil be shared with te complainant and the
A

The MPIO provides the complainant wih a copyofthe
espondentsrespanse. Based on the naure o he esponse, he
MPIO shauid confim the complainan il wishes to proceed wih
aninformal resolution process. f nformal resolton appears highy
unliklyto be successu,then the complainan should consider a

4

‘Continve withinformal
fesoluon?

A4

“The NZTE manager adiises the MPI of the appointed meditor,

\4

The MPIO provides the mediator with all documents elaing o the
mplin, e

-©Q

‘Wartant any folow-up action

Informa (mediation)orformal
(tiouna) resolsbon?

—T— @
v

The MPIO advses the NZTE manager tha the cormpainant has.
ested formal resoluion, meaning the NZTE manager needs.
{oidentfy and appoint a tibunal panel, inclucing a nominaled

4

“The respondent shouk be contacted by the MPIO and advise
them thata complaint as boe recelved (unless s has aready.
occued during an unsuccessful nformalresouton)

v

The MPIO advises the respondent tha the complanant has
st e e e esohed om0 re
ol o e et e o
o popas gt s o e h  thred
T i T Tl et e
occurred during an unsuccessful normal resaluton)

v

The MPIO provides the complainant it acopy of he
tespandents resonse. Based o e ratur of e respanse, he
MPIO should confim the complinan il ishes {0 proceed
afomal rsolton process (unless tis has leady occured
ing an unsuccesstl normal resoltn).

|4

Continue with formal
esolution?

Doss the complanantvish the
complin to proceed wihformal

-@- :

v

The MPIO provides the trbunal chai with alldocuments elating to
the complaint, cearty identiying which documents have been seen

+

v

medator engages with botn prie, sting a cate and ime or
ity which can occur n person (deal) of video conference

\4
mm\mmmmﬂlnmspmmgmqﬂmh
‘each pary to have a support persan

\4

olution (mediati

Medator issues summary eport 0 bot partes, e MPIO and the
NZTE manager

“The MPIO engages with complainant o confim compiaint has been

04

Has complaintbeen resolved?

v

The MPIO communicates with both partes and the NZTE manager,

The tbunal chair engages with both partes, seting adate and time
for the tibunal hearing, which can occur n person (deal) o video.

“Tne ribunal chair shares detai f the process, ncluding the option

e ey mm sy et o
ny witnesses to b n atendance so that ey may be quesioned

Forrmal resolution  (tribuna

“Trbunal chai isues summry report o both partes, the MPIO and

v
The MPIO commuricates with both parties and the NZTE manager,

The NZTE manager fles the summry report and shares with the
Dees the complainant wsh the
complaintto roceed with

-@-

‘The MPIO communicates with oth prtes and the NZTE manager,

The MPIO communicates with both parties and the NZTE manager,
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Respondent elects to make a counter-complaint

‘The MPIO conducts the two complaints simultaneously, noting that i either party rejects informal resolution, then the matter must go to formal resolution
‘The existence of a counter-complaint will become known when the respondent provides their response.

°<—

ZTEneragerpis 0 pm.pmm. resole he mater,
may equie an apoogy, an ot fo e it the
L L

v

NZTE manager keeps compiainant nformed of progress and
outcorme, noting that the relevant NZTE may opt o not make any

Incident occus that becomes subjectof complaint

‘Complainant undertakes thei own research o seeks guidance from
a saleguarding offer or NZTE representative as o how fo make a
complint

president

Ifthe complaint incident could potentially be on-going during Matter referred to appropriate NZTE manager fo manage the.
the complaint perod, whether hat s in relaton o the
complainantorother indivuidals, e NZTE manager shoulld
consider engaging ith a rusted represenalive tha can be
in atendance to minimise potenial further incidens.

—

NZTE manager appoiis a MPIO

'NZTE manager emais compiainar, copying in MPIO, confiming

v

MPIO engages with complinant (n person, o, by phone) o
discuss compiaint and make them aviare ofhe process o folw (o
resalve the compaint. This includes making the complainant aware
that hey own thei complaint and have th abiiyto determine how.

A

Shold matter b referred o an
Poice)?

v

MPIO fllowup withemail to complainant, attaching a copy of the
TNZ TPPP and asking tha they supply any addtonal documents.
informalion pertinent o theircomplaint. Ifnot partof the oriinal
complaint ncude detais o whal a sulabe resoluton 0 the
complaint wouid ook ik; as wel a detas o any support services
thatthe complainant may be able toaccess (e.g. counsaling).

Once all documentaton  information i received by the WPIO,

v
Onoo all documentatn infomaton i rceived by the MPIO, MPIO
provides an updatefo NZTE manager o onfim mte does meet

v

Isitsutabe forthe compaitto
progress as unda rhe TPPP?

Informa (mediation)orformal
(tiouna) resolsbon?

v

“The MPIO advisesthe NZTE manager thal the complainant has

requested

ormal resoluon, meaning the NZTE

A4

MPIO engages ith respondent (i person, onine, by phone) o
discuss complaint and make them aware of the process o folow o
esole the complaint, wth the compiainant having requested an

formal process, ltiough f that poves unsuccessul then & fomal
esolton remains an option o the complanant.

v

The MPIO sends the complaint,along with a copy f the TPPP and
other rlovantnformation t th respondent;as welas detas of
any suppor servies tat the complainant may be able 1 access

v

“The MPIO adviss the respondent thatthe complainant has
requesled the malter be esolved nformally and so @ medialor il

respondent s asked fo prepare a response 1o
the complain that wil be shared wit the complainant and the

A4

The MPIO provides the complainant it a copyofthe
espondentsresponse. Based on the naure o he esponse, he
MPIO shauid confim the complainan il wishes to proceed i
aninformal resolution process. f nformal resolton appears highy
unliklyto be successu,then the complainant should consider a

iagerneeds

4

Contine with nformal
fesoluon?

A4
oo e companart st s
ol oproce i
\4
e NZTE manager advises e MPIOof he ppolied medtor, v
v G
Tha BP0 s e dit vt ol s g v
conpiet, o
\4
i s seing a Gt and i o
e ke o e e D o e
A4
et it ve s oo
each par o have 2 sppor pron
\4

Informal resolution (mediation

+

Medator issues summary eport 0 bot partes, e MPIO and the
NZTE manager

A4

“The MPIO engages with compainant o confirm compaint has boen

04

Has complaintbeen resolved?

\4
s by o o £
aint o proceed with
The MPIO communicates with both partes and he NZTE manager, A4

The MPIO communicates with oth partes and the NZTE manager,

— @

v
D I e
and makes i cear o he compiainan that any process

indr o TP s uspodedul e ot sgoncy concocos
is process, and that i may not be appropratefor any acion t ever

v

Does extemal agency oulcome
‘Wartant any folow-up action

-©Q

—T— @
v

The MPIO advses the NZTE manager tha the corpainant has.
equesied formalresolution, meaning the NZTE manager needs
{oidentfy and appoint a tibunal panel, including a nominaled

4

“The respondent shouk be contacted by the MPIO and advise
them that a complaint as boe reclved (unless s has aready.
‘occured during an unsuocessful informal resolution)

v

The MPIO advises the respondent that the complanant has
requesied the matte b resobved formaly and so a tibunal s
being eslabished to hear the complaint. The fespondent s
sdtoprps spons bl st st vl s

inant and the riounal (uless ths has already
e oo o et o sy

14

The MPIO providesthe complainant it acopyof he
tespandents response. Based o e ratur of e respanse, he
MPIO should confim the complinan il ishes {0 proceed
fomal resolon proces (unessthis as aeady ocoured
ring an unsuccesstl normal reoltn).

|4

Continue with formal
resaluton’

‘The NZTE manager advises the MPIO of the appointed tibunal

v
The MPIO providesth trounlchai with all documenis rolating o
the complain, iearly dentiying whih documentshave been seen
The tioualchar angages ith boh partes,setg a date and e
forthe bunalhearing, which can accur inperson (deal) or video
A4
‘T tbunal char shares deta of te process, inclucing the opion

e iy mm sy et o
e ek i ke 6 1 o ey b Gucored

“Trbunal chaiisues summary report o both partes, the MPIO and

\4

The MPIO commuricates with both partes and the NZTE manager,

The NZTE manager fles the summry report and shares with the

— @

The MPIO communicates with both parties and the NZTE manager,
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‘Compiaint made about someone in a leadership role at an NZTE
‘Compiaint s referred to the umbrella NZTE for management to avoid any conflcs of interest / non-impartial processes

o —
v

NZTE manager pls in lace a process o rescve the mater,
‘which mayrequire an apology, a opton to meet with the
complainant, aeraion to polcies, procedures and processes

v

NZTE manager kesps compiainant nformed of progress and
outcome, noting that the relevant NZTE may opt o not make any

Ifthe complaint ncident could potentially be on-going during
the complaint perod, whether that s n relaton t the

‘complainant or other indivuidal, the NZTE manager shoulld
‘consider engaging with a rusted representativ that can be

—

i attendance to minimise potental further incidents.

Incident occus that becomes subjetof complaint

‘Complainant undertakes thei own research o seeks guidance from

a saleguarding offcer or NZTE representative as o how fo make a
complint

v
(Complaint made to NZTE CEO Chair ] President
|4

Ifcomplaint elates o someone involed witin e NZTE tht the
‘complint has been made to, then the NZTE CEO | Char /
President shoud conside i heperceptionof a cofic o irest

may exit, then he option ofreferring the matier o an umbrela
NZTE that s above e NZTE that eceive the compant. (in
the case of Tennis NZ the compaint cou be refered to Sport N2

v
Mattr referred to appropriate NZTE manager to manage the

NZTE manager appoits a MPIO

'NZTE manager emais compiainar, copying in MPIO, confiming

v

MPIO engages with complinant (n person, o, by pone) o
discuss complaint and make them aviae of e process o folow (o
resalve the compaint. Thi includes making the complainant aware
that hey own thei complaint and have th abiiyto determine how.

A

Shold matter be refered o an.
Poice)?

v

MPIO folow-up with email o complainant, atachin
TNZ TPPP and asking tha they supply any addtonal documents.
informalion prtinent o theicomplit. If ot partof the oriinal
complaint ncude detais o whal a sulabe resoluton 0 the
complaint wouid ook ike; as wel a detas o any support services
that the complainant may be abe toaccess (e.g. counseling).

Once all documentaton information i received by the WPIO,

v
Orcl docerstin raons b by o IO PO
provides an upcate o NZTE manager o confim matir o me

v

Isitsutablefor the compaitto
progress as unda rhe TPPP?

v

“The MPIO advisesthe NZTE manager hat the complainant has

formal resoluon, meaning te NZTE manager nesds

A4

MPIO cgags i spodan (1 pron, o, by )
discuss complint an ess 0 folow 1o
e e o, b e o s
formal process, ltiough f that poves unsuccessul then & fomal

esolton remains a option o the complanant.

v

The MPIO sends the complaint,along with a copy f the TPPP and
other rlevantnformation t th respondent;as el as deais of
any suppor services thal the complainant may be able o access

v
“The MPIO acvies the respondent thtthe complainant has
rquestd he matter b resoved informal and so'2 meditor wil

respondent s asked lo prepare a response 10
the complain that wil be shared wit the complainant and the

\4

“The MPIO proides the complainant with  copy of the
respondentsresponse. Based on the naure o he esponse, he

unliklyto be successu,then the complainant should considera

4

Continve withinformal
fesoluon?

A4

“The NZTE manager adiises the MPI of the appointed meditor,

The MPIO provides the mediator with all documents elaing o the
plai, i

Informa (mediation)orformal
(tiouna) resolston?

Doss the complainantvish the
complin to proceed wihformal

v

‘The mediator engages wit both partis, seting a date and tme for
the medition i i

\4

mmmm—mummpwmmmmu
‘each pary to have a support persan

rmal resolution (mediation

Medator issues summary eport 0 bot partes, e MPIO and the
NZTE manager

A4

“The MPIO engages with complainant foconfim compiaint has been

04

Has complaintbeen resolved?

The MPIO communicates with both partes and the NZTE manager,

Des e congaratih e
complaintto roceed wih

The MPIO communicates with both partes and the NZTE manager,

— @

v

PO sipors e compaart o ke e mater o e el

nd makes i

ar o he compainant that any process

ndr o TP s uspoded e ot gty concocos
is process, and that i may not be approprate for any acion t ever

Does extemal agency oulcome
‘Wartant any folow-up action

v

-©Q

—T— @
v

-@-

m MPIO s e NZTE gt conpaant 123
formal esoluton, meaning the NZTE managerneeds
InBenmy and appoint a tbunal panel,inclucing a nominaled

4

“The respondent shouk be contacted by the MPIO and advise
them that a complaint as boe recelved (unless s has already.
‘occured during an unsuocessful informal resolution)

v

The MPIO advises th respondent that the complanant has

requesied the matte b resobved formaly and so a tibunal s

being estabished to hear the complaint. The

sdtoprps spons bl s st v shared
inant and the 1riounal (uless ths has already

e oo o e o s

14

The MPIO providesthe complanant it acopyof he
tespandents response. Based o e natur of e respanse, he
MPIO should confim the complinan il ishes {0 proceed

o process (ules i has aeady occured
ing an unsuccesstl normal resoltn).

14

Continue with formal
esoluton?

‘The NZTE manager advisesthe MPIO of the appointed tibunal

v

The MPIO provides the trbunal chai with alldocuments elating to
the complaint, cearty identiying which documents have been seen

The trbunalchar ngages with both paris,seting e and time

forth trbunal hearing,which can ccurin person (deal) o video
A4

‘T tbunal char shares detal of te proces, inclucing the opion

e ey mm s pon et o
e ek e i ke e 1 o oy b Guored

“Trbunal chaiisues summary report o both partes, the MPIO and

v
The MPIO commuricates with both parties and the NZTE manager,

“The NZTE manager fles the summary report and shares wit the.

— @

The MPIO communicates with both parties and the NZTE manager,
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‘Compiaint made specifcto something that does not fal under the TPPP

Follow the TPP TPPP requirements. MPIO has engaged wit can be easy othis pointin the process. For example player basis o

Incidont occurs thatbecormes sujectof compaint

Complainant undertakes ther awn research or sooks guidance

o a safequarding ofcer o NZTE epresente
make a complain.

e as o howto

v

T i
the compiaint priod, whether tha s in relation o t
comahantraer ndwidats h NZTE moger should
consider engaging ith a tusted e

Mater efered 0 appropriate NZTE managerlo manage the

ing tatve tha can be: NZTE manager apots a MPIO
in attendance to minimise pofential ﬁmﬁsﬂrnisﬂls v
NZTE ranager emais camplanant, coping in MPIO, cofiming
A4

PO g it aan (o, i, byt o

discuss compiant and make hem awareof e process to low

veswelhemmnla\nl This ncludes making the compiaiant aare.
oun theircomplint and have the abilty o defemine |

v

‘extemal agne (e Polce)?

v

MPIO suppors the compiaiant o take the matie b the exermal
‘agency and makes i clear o the compainan hat any process.
under the TPPP s suspended unt e extemalagency conludes
s process,and ha t may ot be approprite for any acin t ever

Qo —
v
WPIO o ap vith sl o compainar, ataching a opy f e
TNZ TPPP and asking that they supply any additional documents /
information pertinent to their complaint. If not part of the original
compln incde dlis o hat
‘complaint would look like; s well as detais of any support
camplanant mayba e 055 (69 n

‘Once all documentation / information is received by the MP1O, /\

. .
o o
v

(Once al documentaton nformaton s receved by the MPIO,
MPIO provides an upda 1o NZTE manager o conim mater does

v

Isitsuable for the complint o
— progress as unde rhe TPPP?
e |
s T oty s el b
ainan, aleratons o polcies, procedures and processes

v —
s s st
‘outcome, noting that the relevant NZTE may opt to not mah any

The MPIO advises the NZTE mauwm the compiainant has
requested inormal resoluton, meaning the NZTE manager neds

A4
R T DD \
in and make them avar “The respondent shuld be ontacled by the MPIO and advise
o R e i e tham thatacompiant has boen recerved (uness tis has aready
il process,alough f hat proves unsuccessul ten a formal occurted during an unsuccessulnformal esouton)
esaluon femais an opion 0 the complainant.

—

TrewPOsiies ponETE mam-m the compainantras
formal esoluion, meaning the NZTE manager needs
oDt v o s con et g o o

v A4

The MPIO sends he conglin, along i a copyof the TPPP and The MPIO advises the respondent at e compainant has
jevant nformation f the respondent;a wellasdetis of equested the mate b resoved fomally and soa iounal s
anysupportsvices hat hecompanant may be bl 0 acess beng b ot e gt The
pare a response ot compant hal i bo shred

v e b o e o s e s ey
“The MPIO advises therespondent tatthe camplainant s
requesid e and s0 mediator vl v

the compaint that il be shared with the complainant and the. The MPIO o e cparnt i acopy f b
respondents response. Based on the nature of the response,
v the MPIO should mm.m the [ et il wishes to proceed
with  formal resoluton process (unless this has already

S B e e

Basad on th nature oftherespons
wno mwm crim e g s joierie

. finfomalresolion appears 12
iy s e o e ot s

v

———

A4

Contiue withformal
escluion? —_—

The MPIO communicates with both partes and the NZTE manager,

-

=
— @ ;
o T

“The NZTE manager advisesthe MPIO ofthe appoited medior, v A

The MPIO provides thetbunal chair it all documens rlaing o
A4

the complaint, ceary identiying which documents have been seen
The MPIO providss the medatorwih alldocuments relating o the. v |4
‘compaint, clearty ideniying which documents have been seen by

Does the complanan wish the
complaint o roceed i foma

“The MPIO communictes ith both partie and the NZTE manager, The libunal chai engages wih boh partes, setng a dte and e
v for thetibunalhearing, hich can occur i person dea)orvdeo

o meditrengages it bohprte,seinga da and me o v
e mediaion whichcan ccur i person (sl o vido conference

T ol s dol o b o, o e okon
for eachpary (0 have a support erson preseni,and he need or
ek o i 5a o ey ey b gbekind

“The meditor shares detals of the process,inding the opton for

v
v Trbunal chairssues summary rport o boh partes,the MPIO and
Mediatorssues summary feport o boh parties,the MPIO and the v

NZTE manager
‘The MPIO communicates with both partes and the NZTE manager,

“The MPIO engages with complainant o conim complin has been

/'\
P — - °
v
¥ ‘The NZTE manager fls the summary report and shares with the
D N _
i
“The MPIO commuricates with boh paties and the NZTE manager, 34

The MPIO communicates with both partes and the NZTE manager,
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Complaint arises specific to a historical event

Use an investigation to determne the level o the complant and whether the NZTE wshes to progress the matter futher. It may simply be too long ago to address now, unless itis atthe level where it should be referred to an external agency o just below that level,

°<—

ZTE neragerps pm.pmm. resole the mater,
may equie an apoogy,an ot fo e it the
L L

v

NZTE manager kesps compiainant nformed of progress and
outcorme, noting that the relevant NZTE may opt o not make any

Incident ccurs esults in NZTE decdng to conduct a confidental
invesigation

Compainant undertakes thir own research or soeks guidance

m a safeguarcing oficerof NZTE representaive as o w0

make a complait.

(Complaint made to NZTE CEO Chair President
14

o T L i Mate refered 1o appropise NZTE manager (o manage the
, whether that i n reltion fo e
or other ndivuidals, the NZTE. managsrsn.um v
cws‘defengaglwm atrusted ntative that can be Due o time since incident occurring meaning the compiaint can
in attendance to minimise potential further incidents. ol progress under the TPPP, vihout NZTE CEO approval, if
nature ofcomplaintisat aevel that warrans further cosderaton,
then NZTE may elect 0 conducta confidental investgaton.

—

NZTE manager advses compainant o the circumstances and
aton.

v

purpose of nvesti

Does investigation warrant the
—
Historical compaint
NZTE manager advises mmphmam that the investgaion
detemined the compiaint was notsuabe to progress afer he

NZTE manager appoiis a MPIO

'NZTE manager emais compiainar, copying in MPIO, confiming

v

MPIO engages with complinant (n person, o, by pone) o
discuss complaint and make them aviae of e process o folw (o
resalve the compaint. Thi includes making the complainant aware
that hey own thei complaint and have th abiiyto determine how.

A

Shoud mater b refered o
p— an extemal agency (¢.0.
v

MPIO fllowup with email to complainant, attaching a copy of the
TNZ TPPP and asking tha they supply any addtonal documents.
informalion pertinent o theircomplaint. Ifnot partof the oriinal
complaint ncude detais o whal a sulabe resoluton 0 the
complaint wouid ook ike; as wel a detas of any support services
thatthe complainant may be able to access (e.g. ounsaling).

Once all documentaton  information i received by the WPIO,

v
Orel docerstin rlons b o I PO
proides an updatefo NZTE manager to confim mate does e

v

Isitsutabeforthe compaitto
progress as undar the TPPP?

Informal (mediaton) o formal
(tiouna) resolsbon?

v

“The MPIO advises the NZTE manager that the compl
requested inorml resoluon, meaning the NZTE manager e

A4

MPIO engages ith respondent (i person, on-ine, by phone) o
discuss complaint and make them aware of the process o folow o
resole the complaint, wih the complanant having requesed an

formal process, although f that proves unsuccessfl then aformal
esolton remains a option o the complanant

v

The MPIO sands the complaint,along with a copy f the TPPP and
other rlovantnformatio f th respondent;as wel as detas of
any suppor srvies tat the complainant may be able 0 access

v

“The MPIO adviss the respondent thatthe complainant has
requesled the malter be esolved nformally and so @ medialr il

respon onse o
the complain that wil be shared wit the complainantand the

A4

The MPIO provides the complainant it a copyofthe
espondentsresponse. Based on the naure o he esponse, he
MPIO shauid confim the complainan il wishes to proceed i
aninformal resolution process. f nformal resolton appears highy
unliklyto be successu,then the complainant should consider a

4

Contine with nformal
fesoluon?

Doss the complainantvish the
complin to proceed wihformal

A4

“The NZTE manager adiises the MPIO of the appointed meditor,

\4

The MPIO provides the mediator with all documents elaing o the
complain, i

\4
both partes,seting a date and ime for
ity mmunmvmm«u}«mnm

\4

e
each party o ave a support person
A

olution (mediation

Informal re

+

Medator issues summary eport 0 bot partes, e MPIO and the
NZTE manager

A4

“The MPIO engages with compainant o confirm compaint has boen

04

Has complaintbeen resolved?

\4
s by o o £
aint o proceed with
The MPIO communicates with both partes and the NZTE manager, A4

The MPIO communicates with both parties and the NZTE manager

— @

v
D I e
and makes i cear o he compiainan that any process

indr o TP s uspodedul e ot gty concocos
is process, and that i may not be approprate fo any acion t ever

v

Does extemal agency ouicome
‘Wartant any folow-up action

-©Q

—T— @
v

The MPIO advses the NZTE manager tha the corpainant has.
equesied formalresolution, meaning the NZTE manager needs
{oidentfy and appoint a tibunal panel, inclucing a nominaled

4

“The respondent shouk be contacted by the MPIO and advise
them that a complaint as boe received (unless s has aready.
‘occurred during an unsuocessful informal resolution)

v

The MPIO advises the respondent that the complanant has
requesied the matte b resolved formaly and so a tibunal s
being eslabished to ear the complaint. The fespondent s
sdto g spons bl s st o shred

inant and the 1riounal (uless ths has already
e oo o et o sy

14

The MPIO providesthe complainant it acopyof he

tespandents response. Based o e natur of e respanse, he

MPIO should confim the complinan il ishes {0 proceed
fomal resolon proces (nesstis as leady ocoured

during an unsucoessful nformal resoluton).

14

Conirue i ol °
-

v The NP commuictes wih bt paries ad the NZTE manager,

The NZTE manager advises the MPIO of the appointed tibunal

v
‘The MPIO provides the tribunal chair with all documents relating to
he complain, dearly denting whch documentshave been seen
The ioualcharengages ith bo partes,seing a date and time
forthe bunalhearing, which can accur inperson (deal) or video
A4

“Tne ribunal chair shares detai f the process, ncluding the option
forachpary o e resen, and the need for

suppor prson pr
e ek e i ke e 1 o oy b Guored

Forrmal resolution  (tribuna

“Trbunal chaiisues summary report o both partes, the MPIO and

\4

The MPIO commuricates with both partes and the NZTE manager,

The NZTE manager fles the summery report and shares with the

-@-
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Incident where mitil parties slec o make a fomal compiaint

Therelore,

i comprns it e e o ek
o i o TE s o o
i

Dacorobpero ot s B
ottt et Nl T et shouls

n altendance o minmise potentalfuther incidens. A4
NETE monageromals conpaancopying in NPIO,corimiog

v

MPIO gages it eachcomplainan i prsn, e, by
prane) o

‘g0 wiha complanans olecive.

Shoukd matrberefred

v

olouupwith el i complnartatacinga cop of e

sancs it heconplanant may be al o

(Onc o documantaton| frmaton s recatved by i VIO,

v
o i ety
IO providesan upise o NZTE mr

A4

v

O o e gt e it e

oo
i eas, and i A my ot o aropl o ary acios o

¥

Doss xtemal agncy utcome
warantany folowupacion

complse
Corisded
‘ It st o o st ‘
— -
2
'NZTE manager puts in place @ process 1o resaive the mater,
mmmmwm mqimnmmﬂ:m
compiainant, alerations | res and procssses.
2 —
NZTE manager esps complanant nformed of progess and —
o, i e e ZTE oy ok e s .
v
e PO abies e NZTEnaroges ot e conpint s T e T et o i
e ol s, e e KT g e e e
um.mw-mmm including a nominated
y A4
‘Complaint vmwmnm-m(nwm v»ﬁ by phane) to
concuded Jrichy-e gl b T
e b i lmmmmmwmm-n m..‘.mmm_memm...m
e e ot T v bbbt
ki et oo o
v v
e NEI0serds e coplan, g wha oy ToPP e sttt et
oot vt s mmmnmunmuu oy
S
v
e
Th NP0 aves i sponsnt o corlananhas
e e e v
pond, Taroonants
oo Pt e s i o e ——
oot o, Godon e )
v the MPIO should confim the compiainant st wishes o proceed

e WBIO proids e conplaiant i a copy fhe
orts Basod on hanaure of o espose, e

MPIO houl confm e companant sl ishes 1 proced wi

aninforna resouionprocess. finoml resoion

Tigy nkaly obe sucoessh hen e complnad shald

v

v
e NZTE manage adises e MPIO o he sppoied medr, 2

. o

The NPI prorides th mostor wth ol cocumas itng o
e e NPIO it i o paries and 1 NZTE maragr

v

concluded

e WBIO engage wih complanart o confim corlanthas b

Doss e compsant i e
Gl o guced wih omal

The PIO communcaes wih b aies e NETE manage, 2

G

p

Complaint
concluded

The MPIOcommuricates wih b partes and the NZTE manage,

Contrue v ol
esoon?

v ‘The MPIO commuicateswih both partes and the NZTE manager,

The NZTE manager adies e WPIO of ho appiiod vural

Complait
\4 concluded

oM s b it it coers ding's
the compaincarydnting

12

Tl ek et b pre st 4 e e
forth bl g, hch canoccrinperson (deal)

v
v iburalchai sares detals o e rocess cdng e opion
e e I e o
e n atendance o ha ey may be quesioned

¥

il chai fsues summeyrepot 0 bt pares, the MPIO and

v
The MPIO commuricates wih boh arties nd th NZTE manager,

Complat
concluded

The NZTE manager s e surmay rporandshres wi e
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nnis Parti

for advise on how o compian or approach their local NZTE for irection

Te icipant Policy Decision Tree
Jeint
Need h
Club member
Approach the d them
Approach r indiidualat an NZTE for directo op

not

‘Conducta confdentil investioation
he

Respondent elects to make  counter-complaint

noting that i either p:

‘Complaint made about someone in a leadership fole at an NZTE
Complant brel:

then the matter must o

Complint the TPPP

Folow the TPPP

‘Complaint aises specifc to a historical event

1o this pointn the process. For example,

Use an investgation to determine the level of the N;

Complaint made to NZTE CEO / Chafr/ President

Matter referred to appropriate NZTE manager to manage the compiaint
NZTE manager appoints a MPIO

NZTE

pying ) MPIO
MPIO engages with complanant (n person, onine, by phone)

Justbelow thatlevel.

plyer

Ifnature of the

fo take the matter to

continue under the TPPP.

MPIO the TNZ TPPP and
o

W their complaint. Ifnot par

d by the MPIO, MPIO
MPIO contact d

proceeding a P

‘Options - does not meet threshold, informa resoluton, formal resolution
‘Complainant determines how they woukdlie their complain to proceed
Complainant

Does not meet threshold

NZTE manager puts n , which may
NZTE

noting that the

Informal resolution
‘The MPIO that

ZTE apponta mediator

MPIO enqages vith respondent (in person, on-ine,
‘The MPIO the

aware o fo resolve the comolain, with

althouah i that

The MPIO the matter

9. counseling)

the
The NZTE the appointed mediator,

ableto acoess (e.g.counseling)

Based on the nature of the MPIO

3
=
3
o

The medtor par me forthe mediaton,
The meditor for each party o h

Informe resolutin (mediztion) session occurs
Mediator issues summary report o both partes, the MPIO and the NZTE manager

If mediation s successful then matier s closed

If mediaton s unsucoessfu,the MPIO engages with both partes, advising of next steps, which s for complainant o determine to progress fo formal resoluton or witxdraw compiaint

MPIO to confirn with complainant how the wish to proceed.

Formal resolution
The MPIO

that

meaning the

The MPIO py of the

“The MPIO the matier

counseling)

‘The MPIO the
‘The NZTE the appointed ha,

Based on the nature of the response,

to hear the complaint

‘The MPIO provides the tribunal chair

The trbunal chair engages with both prtes, seting adate and fne for the
for

It
Formalresoluton (1iounal session occurs
Trbunal char port o both partes, (ZTE manager

MPIO p with both part
‘The NZTE manager fles the summary report and shares with the TNZ CE.

Opposing Complints
Does the respondentindicate they wish to make a counter-complaint?

and the need for any

the complaint.

I, diferent, ithe same,

to agree to proceed informaly, otherwise, must be formal resoluton
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