SPIN (SINGLE PARENT INFORMATION NETWORK)

CONCERNS/COMPLAINTS PROCEDURE


Anyone may register a concern or complaint including children, parents/carers, volunteers, paid workers, or other people outside the group.  Conflicts of interests, issues of confidentiality and misinformation may occur but SPIN will use issues raised and complaints to improve its services.  Concerns and complaints will be recorded and monitored for the Director to report to the committee.
1. The first stage is for the volunteer to deal with the concern/complaint verbally but they must seek advice from a colleague at the time and record their action.  

2. The second stage is for the volunteer to involve a member of the committee and/or director and obtain their advice, identify a time limit to manage the concern/complaint and record their action.

3. The third stage is for the Director to determine the next course of action.  This may include approaching Communityworks to be signposted to the most appropriate organisation to assess the concern/complaint if the complainant is not satisfied with responses from SPIN.  

Volunteers should record the following information: -
	NAME & CONTACT DETAILS of person who raised the concern/

complaint


	DATE first informed and DETAILS of concern or what has gone wrong) Record any relevant MESSAGES,  CONVERSATIONS and CORRESPONDENCE with this form
	ACTION asked for to resolve situation
	RESPONSE/ACTION & DATE by SPIN volunteer(s)
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