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Dealing with Problems Guide
Volunteering is central to what we do as the leading support service for voluntary organisations in Derby.  We help other organisations become better volunteer managers so we want to do the best we can to support and value volunteers that work with us.

We hope volunteering here is a positive experience for you and us, but sometimes for all sorts of reasons problems come up.  This tells you how we deal with this and how we try to find solutions.

One to ones

Your support and supervision session is a good time to bring up any problems.  Anything that is urgent can be talked about with your supervisor at any time, just ask them for a chat.  During your support and supervision you can talk about any difficulties you may be having so we can then provide support, learning opportunities or take some other action to improve things.  Sensitive subjects like child protection issues or relationships with colleagues can be discussed confidentially in these meetings.

What you do if you have a problem with what we are doing

The types of things you might want to bring up are:

· You feel you or someone else in Community Action has been harassed, bullied or discriminated against by a member of staff, volunteer or customer.

· You think you have been asked to do things that you have said you do not want to do.

· You think you are not being treated fairly by us, other staff or other volunteers.

Tell your supervisor about it - if it involved them, or if this is too difficult for you, or it involves them in some way, please speak to their line manager.

We try to sort things out informally - this means talking to each other and coming up with a recommendation that everyone agrees on.

Sometimes this does not work so we may need to have a more formal meeting where an independent person listens to you and the other person and decides what action should be taken.

What we do if we have a problem with what you are doing

We might have a problem if we feel:

· You are not doing the tasks we need you to do or you are taking too much time to do them.

· You do not follow the policies and guidelines we ask you to use - for example health and safety or confidentiality.

· You are being unreliable and are not telling us why.

· You are behaving in a way that makes us appear unprofessional to customers and/or colleagues.

We will tell you as soon as we have any problems and we will say exactly what we would want you to change.  We will then agree with you how we can work together to move forward.  If appropriate we will offer you some extra learning time or agree a change in your tasks.  
If we still find things are not improving we will talk to you about this and then write down exactly what the issues are, and outline what the impact of these issues are.  If we cannot resolve things with you then ultimately we will ask you to stop volunteering with us.  You will be given a formal letter covering all the points of concern and one will be kept confidentially on your confidential file for a set period of time in line with our data protection policy.  
There are some occasions where we will not be able to offer any support or the opportunity for you to change your behaviour or practice; while not a complete list, these include if you:

· Threaten, abuse or attack any of our staff, volunteers or customers.

· Break our policy on the protection of children and vulnerable adults.
· Break confidentiality.

· Commit any crime against us, such as theft.

Please be aware that the impact of your behaviour will outweigh the intention behind the behaviour.  We will base our final decision upon this. 
Making complaints

If you wish to challenge any decision relating to you that comes out of the above process then you can complain to the Chair of our Management Committee.  The Chair is a volunteer and they will consider whether what we have done is fair and in line with our policies.  You would have to show that this is not the case.  All necessary steps will be taken to ensure that people complaining are able to fully engage in the process, including ensuring any inclusivity issues are addressed and that meetings can be arranged away from the offices, if necessary.  Examples of inclusivity issues that might arise are around translators/interpreters for those for whom English is not a first language, or ensuring any access issues are addressed. 

You would need to provide the Chair with your written complaint within seven days of us giving you our decision.  The Chair will then investigate the matter and respond to you accordingly.  The Chair’s decision is final.
Timing

For all formal complaints their receipt will be acknowledged within 5 working days.

For complaints that require investigation a decision will be provided to the person complaining as soon as possible, but no later than 20 working days from its receipt.  This is to allow sufficient time for a full investigation, where necessary, and may include inviting the person complaining in for a meeting to discuss the issue further
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