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SUPPORT - VOLUNTEERS PROBLEM SOLVING PROCEDURE
	1. PURPOSE & DEFINITION


We take the welfare of our Volunteers seriously and this procedure is designed to ensure the prompt and accurate resolution to any disagreement or dispute involving one or more volunteer.
· In the event of a disagreement or dispute between two volunteers the Volunteer Problem Solving procedure below should be put in place. 

· In the event that the dispute or disagreement involves a volunteer and a member of DFRS staff, Employee Relations should be involved and DFRS procedures will take precedence.

· If the dispute involves the Volunteer Coordinator, the Community Engagement and Inclusion Manager should be the first point of contact.
Stage 1


The first port of call is to try to resolve any issues with a face to face informal chat which should take place within two weeks of the issue being raised.


The fact that this discussion has taken place should be noted and a date to review any actions discussed at this meeting should be set. 


If the issue is resolved the file should be closed, if not we move on to stage 2.





Stage 2


If Stage 1 has not resolved the issue; a written dispute or grievance should be made by the volunteer, which will be acknowledged in writing.


A formal discussion will take place within two weeks of the issue being escalated to Stage 2. Following this an investigating officer will be appointed and an investigation will take place.


The minutes of the meeting & outcomes of the investigation will be confirmed in writing within two weeks of the completion of the investigation.


At this stage should the complaint not be happy with the resolution then an appeal can be made and Stage 3 should commence.





Stage 3


An appeal must be made within two weeks of the outcome of the investigation in Stage 2. This will be acknowledged in writing.


All sections of the investigation will then be reviewed by an independent panel; the complainant will be informed if any further investigation is needed and if this will need any additional time.


The outcome of the appeal is final and will be confirmed in writing within two weeks of the completed review.





Stage 1


Informal oral discussion





A Volunteer has a dispute or grievance





Please note: This procedure is not suitable for safeguarding issues or events where the law has been broken.





No further action needed





Problem resolved





No further action needed





Stage 3


Opportunity to Appeal





Problem not resolved





Volunteer not happy with outcome





Stage 2


Formal written discussion





Problem resolved
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