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Problem Resolution Policy
To help deal with problems or complaints fairly, openly and consistently we have put in place a Problem Resolution Policy.  In the first instance, we urge that you try and resolve any grievance informally with the Service Co-ordinator/ your Line Manager.  However, if your issue remains unresolved, you may wish to use the procedure outlined below. 
a. If a volunteer has a complaint about Headway North London (HWNL), a brain injury survivor or another volunteer: 
Step 1
Set out the nature of your complaint in writing and send it to the Service Co-ordinator or if it relates to the Service Co-ordinator then you should send it to the next level of management, in this instance a member of the HWNL Committee.  
Step 2
HWNL will investigate your complaint.  You should be aware that once you have submitted a formal complaint, HWNL may wish to look into it even if you decide to withdraw it at a later date, depending upon the nature of the issue.  The outcome will be communicated to you in writing.
Right to be accompanied

If you are called to a meeting to discuss your complaint, you have the right to be accompanied by someone else.  
b. If there is a problem with a volunteer:

‘Problems’ may be resolved with more training, support or clarification of roles and so we would anticipate that in most incidences the matter would be resolved informally. 
It the problem remains unresolved, the Service Co-ordinator will arrange a formal meeting with the volunteer to discuss the matter.   The volunteer will have the opportunity to put his or her case forward.  Failure to resolve the problem at this stage could result in the termination of the volunteer agreement.  
If a volunteer is believed to have behaved in a manner that has or could have serious implications for the organisation, its staff or members – for example theft, bullying or violence – he or she will be immediately suspended while the matter is investigated by the Service Co-ordinator and an appropriate committee member.  The outcome of the investigation will be communicated to the volunteer in writing. 
[image: image1.png]