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If a volunteer wishes to complain 
· Stage 1: Oral Complaint 
The volunteer should discuss their concerns with the Coordinator, (or the Chair, or person nominated by the Chair) if the complaint is against the Coordinator). If the matter cannot be resolved at this stage then the volunteer should proceed to Stage 2 

· Stage 2: In Writing 
The volunteer should make a formal complaint in writing to the Chair. The volunteer should make the formal complaint within 21 days of the incident or the cause of the complaint, to which Eastleigh Good Neighbours will reply in writing within 14 days. 

· Stage 3: Opportunity to Appeal 
If the volunteer is not satisfied with the outcome, then they can appeal to the Chair within 7 days of receipt of the reply. The volunteer may have a person present with them at this meeting.

If someone complains about a volunteer 
· Stage 1: Oral discussion 
The first step is to discuss the complaint with the volunteer and establish their view about the issue. The person making the complaint may have a person present with them at this meeting.

· Stage 2: Written Warning 
If the matter hasn’t been resolved by Stage 1, the person making the complaint should be asked to put their concerns in writing to the Chair. The Chair will issue the volunteer with a written warning outlining the reason for the complaint. The volunteer will be invited to state their case and can choose to be accompanied by a person of their choice. This may be used as an opportunity to set objectives for the volunteer, to offer training or other support. If the committee decides that the volunteer should be asked to leave (as a final resort), the volunteer will be given the chance to appeal.

· Stage 3: Opportunity to appeal 
If the volunteer is asked to leave they can appeal in writing to the Chair within 7 days of notification of the request to leave.
Suspension 
There are some occasions when volunteers can be suspended immediately while an investigation is carried out. These include, but are not limited to gross misconduct, eg theft, assault, acts of violence, malicious damage, deliberate falsification of documents, harassment or being under the influence of drink or drugs. The decision to suspend a volunteer will be confirmed to the volunteer in writing and in some cases, legal proceedings may need to be concluded before the next step in the problem solving procedure may take place. 

Eastleigh Good Neighbours will: 
· Treat all complaints confidentially 

· Allow enough time for meetings to take place and set realistic timeframes 

· Keep complainants informed at each step of the procedure 

· Reassure clients that a complaint will not affect their right to use the service 

· Ensure that volunteers have the right to be accompanied by a colleague, friend or representative in any of the meetings 

See Recruiting and Supporting Volunteers, Volunteer Handbook, and Volunteer Policy documents
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