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Volunteering Problem Solving Procedure for dealing with concerns or complaints
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Scope
This procedure is for Pocklington Volunteers and Volunteer Managers and sets out our approach to supporting any concerns or complaints that may be raised concerning a volunteer. 
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Pocklington’s Approach
This procedure explains how Pocklington handles concerns or complaints involving volunteers. This includes concerns raised by volunteers, volunteer managers, staff, partners or stakeholders.

All concerns and complaints will be taken seriously and dealt with promptly, fairly, and sensitively while supporting everyone involved. We fully support the rights of all to raise concerns and complaints about anything they find unsatisfactory, unjust, offensive, or discriminatory. 

The processes and steps outlined in this procedure refer to the following scenarios: 
· A volunteer raises a concern/complaint about another volunteer.
· A volunteer manager raises a concern/complaint about a volunteer.
· An employee of TPT, close partner or stakeholder raises a concern/complaint about a volunteer.

What isn’t covered
This doesn’t cover concerns or complaints about paid members of staff. Any complaints or concerns about a volunteer manager or member of staff in the central volunteer team are dealt with by Pocklington’s complaint process which can be found on our website Contact and Complaints Policy - Thomas Pocklington Trust. If a concern or complaint involves both a volunteer and volunteer manager, then both processes may be used alongside each other.

Why we have a problem-solving procedure 
We have this procedure in place so that we can:
· Provide an efficient, fair, and structured mechanism for handling concerns and complaints.
· Keep volunteers and volunteer managers informed on the progress of their complaint and the expected timeframe for resolution.
· Annually review our process so that we can improve our experience for all volunteers and volunteer managers. 
[bookmark: _Definitions][bookmark: _TPT_Responsibilities]
[bookmark: _How_do_I]How do I raise a concern or complaint?
We want it to be easy for anyone to raise a concern or complaint, as we believe that this helps us to support volunteers in their role and we want everyone to have a positive experience with Pocklington. 

You can raise either a concern or complaint directly with the volunteer manager, we think that this is the best first approach. Or you can complete our online form [insert link] or email our central volunteering team on volunteering@pocklington.org.uk or by calling: 020 7031 6376.

We deal with concerns and complaints in the same way, so just explain what the issue is that you would like to raise, and the Volunteer Manager or Central Volunteering Team will then start the process. 

We would encourage you to share your name and contact details, so that we can gather information and communicate any decisions. It is more difficult for us to look at anonymous concerns raised. However, we will log these and will decide based on how much information we have received and the seriousness of the matter as to what steps we take next. 
[bookmark: _Support]
[bookmark: _Stages_and_Process]Stages and Process
There are three stages to managing any concern or complaint that may be raised.

[bookmark: _Stage_1_–]Stage 1 
We hope that in many cases, the concern or complaint raised can be managed by the Volunteer Manager, with any support or input from the Central Volunteering Team as appropriate. 

At this stage a conversation will happen between the Volunteer Manager and the Volunteer that a concern has been raised about. The volunteer will be given details of the concern or complaint, why it has been raised, and an opportunity to respond. The Volunteer Manager will decide whether any action should be taken, if it should be moved to stage two (in discussion with central volunteering team) or if no further action is taken. 

The Volunteer Manager will email the volunteer to let them know the outcome. 

[bookmark: _Stage_2_–]Stage Two: Investigation 
If serious enough a concern or complaint can go straight to stage two. This stage can also start if a concern or complaint cannot be resolved at stage one. This stage is carried out by either the Central Volunteering Manager or Head of Volunteering. 

The Central Volunteering Manager or Head of Volunteering will contact the complainant for further information and will speak to the volunteer that that concern or complaint has been raised against and other relevant witnesses as appropriate. 

The person investigating will contact all those they would like to speak to via email, to explain what they would like to discuss and to let them know that they can invite a person of their choice to join them at this meeting. The role of the investigator is to collect and review all relevant evidence, ensuring witness statements are e-signed by witnesses. 

The investigator will produce a final report with recommendations. Key themes which will be shared in the response include any appropriate redress, e.g., an apology, recommendations – for example further volunteer training, or a change in procedure, or a decision that the volunteer is asked to stand down. 

The complainant will be notified when the investigation has been completed and whether any action has been taken. Details of any actions taken against an individual are not shared, but any changes to Pocklington systems can be communicated. 

[bookmark: _Stage_3_–]Stage 3: Appeal
If you wish to appeal a decision you can contact the Head of Volunteering (you can get their contact details from either your volunteer manager or the central volunteering team) setting out the reasons for the appeal within 5 working days of receipt of the investigation response.  

The appeal will examine the original complaint, alongside how it was investigated, and the conclusions made. 

When the appeal has been completed, we will write to you to tell you the outcome and the reasons for this. We will inform you of any actions that we will be taken as a result.  The outcome of this appeal is final, and no further action is allowed under the problem-solving procedures.

Outcomes and possible actions
Outcomes and possible actions from either Stage One or Stage Two may include: 

· No further action
· Informal guidance or reminder of expectations
· Mediation or facilitated conversation
· Additional training or supervision
· Change of role or duties
· Temporary suspension
· Ending the volunteering arrangement
· Referral to safeguarding, DBS, police or another external body where appropriate.

[bookmark: _Suspension_pending_investigation]Suspension pending investigation 
On occasions we may need to suspend a volunteer pending the outcome of any investigation. This decision is taken by the Head of Volunteering or ELT in their absences. 

Any suspensions should be communicated verbally where possible and followed up in writing via email. The volunteer manager will normally carry out the suspension and will explain why the decision has been taken and to confirm that the volunteer understands and will cooperate with the process.

Reasons for the suspension of the role may include, but is not limited to
· Criminal allegation, following a notification of a police investigation.
· A serious safeguarding concern.
· Suspected misuse of data /GDPR breach
· Not following Pocklington Volunteers Code of Conduct 
· Repeated concerns/complaints raised 
· Verbal or physical abuse 
· Racist, disablist, sexist or homophobic comments 

There are some occasions when you may be suspended immediately from your volunteer role, with no right to appeal. This means that something serious has happened and we do not have to carry out a full investigation. This decision can only be taken by the Head of Volunteering and a member of ELT.  

Reasons that this decision might be taken may include, but are not limited to: 
dangerous, reckless, or violent behaviour involving risk or injury to others. 
discriminatory behaviour 
theft, malicious damage to our property or other criminal offences
serious misuse of Information Technology e.g., accessing pornographic websites on the internet
incapacity due to use of alcohol or illegal drugs
behaving in a way which may indicate you are unsuitable to volunteer
breaching our data protection guidelines
declining to renew a criminal record check
refusing to complete the core training that is necessary to carry out your role

Confidentiality
Information regarding the nature of the concern and complaint will be recorded, but information will only be shared with people who need to know. However, confidentiality may be limited where safeguarding, legal, regulatory or risk issues arise.

We ask that the complainant, the volunteer that the concern or complaint has been raised against and any witnesses keep information confidential and do not discuss with other volunteers. 

All concerns and complaints will be logged, and a record of the discussion will be logged on the volunteer’s record. All our data is stored in line with our Privacy Statement Privacy Policy - Thomas Pocklington Trust

[bookmark: _Safeguarding_children_and]Safeguarding children and adults at risk of harm
If you have witnessed or have concerns about the possible abuse of children or adults at risk of harm, then please contact  safeguarding@pocklington.org.uk 
[bookmark: _Appendix_1][bookmark: _Suspension_from_volunteer]
[bookmark: _Appendix_2]Appendices 

Definitions 
The words used in this procedure have the following meanings:

Central Volunteering Team: is the team in Pocklington that provides support and resources to volunteer managers to support volunteers. 

Concerns: a concern is an issue about a volunteer’s conduct, behaviour, attitude or actions that someone wishes to raise with Pocklington. This is dealt with by the Volunteer Manager.

Complaints: these may include the areas outlined in concerns or could include, bullying or harassment, sharing confidential data, fraud or stealing funds, being under the influence of alcohol or drugs or using sexist, racist, homophobic or other such derogative language. A complaint is investigated by the central volunteering team.
 
Complainant: is the person who is raising the concern or complaint. 

DSL: Designated Safeguarding Lead, who is a part of a team within Pocklington who looks after any safeguarding issues raised. 

ELT: Executive Leadership Team, for Pocklington this includes our Directors and Chief Executive.

HR: Human Resources and the team within Pocklington that support our staff. 

Stakeholder: Any individual, or organisation that works with or has a relationship with Pocklington. 

Volunteer Manager: person responsible for managing a volunteer/s. 



Timeline for complaints process 

	Stage
	Action 
	Who carries out this 
	Timescale
	Who will be informed

	Raising of concern/
Complaint
	The complaint or
concern will be acknowledged in writing
	Volunteer Manager or Central Volunteering
	Within 5 working days of being raised. 
	Complainant and volunteer manager and/or Head of Volunteering 

	Stage one
	Conversation with volunteer to be had re concern raised and outcome communicated
	Volunteer Manager
	21 working days from the point contact is had with the complainant
	The volunteer, complainant volunteer manager and/or Head of Volunteering

	Stage two
	Investigation into complaint carried out and outcome communicated
	Central Volunteering Team Manager or Head of Volunteering 
	21 working days from the point that it is raised as a complaint
	Volunteer, volunteering manager and Head of Volunteering 

	Stage three
	To appeal decision 
	Volunteer or complainant 
	5 working days from point that decision is communicated
	Head of Volunteering and ELT 

	Stage 3
	Appeal investigated
	ELT 
	21 working days
	Volunteer and complainant and Head of Volunteering 



Extensions can be applied to any of these timeframes, and this will be communicated to both the complainant and the person the concern/complaint has been raised about.  

Investigation Template
	Introduction
	Investigation authorised by: [Name and role]


	
	Investigator: [Name and role]


	
	Date investigation began:


	
	Date investigation closed:

	
	Background to the investigation: [Brief overview of the matter] 



	Process of investigation
	Evidence collected: [List all evidence collected]




	
	

	
	Evidence not collected: [List all evidence that could not be collected and why]


	
	Persons interviewed: [List all people interviewed]


	
	Persons not interviewed: [List any witnesses that could not be interviewed and why]


	
	Anonymised statements: [If any, explain why and provide details of any enquiries into witness] 


	The investigation findings
	Summary of verbal, written and physical evidence: [name and summarise each document contained, set out how the evidence supported or did not support your findings and why] 




	
	Facts established: [detail what the investigation has established]


	
	Facts that could not be established: [detail any part of the investigation that was inconclusive]



	
	Mitigating factors: [detail if there were any mitigating factors uncovered that are relevant to the investigation]




	
	Other relevant information: [detail any other information that is relevant to the matter] 


	Conclusion
[if required]
	Recommendation:  


	Outcome of decision 
	[This is by a second person reviewing the information and setting out the final decision to be communicated]. 



END 
Clear print 14pt. Alternative format available upon request.
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