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Resolving Problems and Concerns Policy
Introduction
The Charity appreciates the time, enthusiasm and skills given by all our volunteers and strives to ensure that volunteering with us is a safe and rewarding experience for all.  

However, while volunteering should be a positive experience for everyone involved, it is recognised that there may be the occasional problem or concern and as a culture that fosters a positive, inclusive environment we want to assure you that we will do all we can in working to find resolution.  
The purpose of this policy is to outline the process(s) we take when dealing with those problems or concerns.
Aim
We aim to resolve problems or concerns in a timely and reasonable manner and provide a positive solution.  We believe it is important that the Charity addresses any concerns efficiently to minimise disruption to the Charity, our volunteers, beneficiaries and employees.  

Raising Concerns Procedure
The Volunteer Lead or Line Manager will treat all problems or concerns confidentially. Where the gathering of information is required this will be done with utmost discretion and you will be kept informed of the process. It is our expectation that most problems or concerns can be resolved informally. 

If you raise a safeguarding concern this will be handled through the procedure outlined in our Safeguarding Adults and Child Protection policies. All other volunteer concerns will be handled as outlined below:
Stage One - Informal
In the first instance problems/concerns should be discussed informally with your Line Manager/key contact. If the problem/concern relates to or involves your Line Manager/contact it should be discussed with the Volunteer Lead.  The aim of this discussion is to reach a speedy and satisfactory resolution for all concerned. 
Informal problems/concerns will be dealt with within ten working days and where required, a date for review will be arranged with you.

If it is not possible to resolve the problem or concern informally, you have the option to take it to a more formal stage where at this point the concern will be dealt with through a process of investigation, and mediation if necessary, in order to seek a positive resolution.
Stage Two 

On receipt of a formal concern, either verbally or in writing, the Volunteer Lead will acknowledge within 5 working days and work with the Director of Organisational Development and Corporate Services to carry out an impartial investigation. You will be invited to discuss your concern(s) where your viewpoint and all existing information gathered will be given thorough consideration. 
Before a decision is made in writing you will be informed of the measures intended to resolve the matter. If you are satisfied with the decision, you will be notified in writing that a final resolution has been reached. However, in the unlikely event that you are dissatisfied with the outcome you have the right to initiate a stage three appeal.  
Stage 3 - Appeal
Appeals should be made to the Director of Organisational Development and Corporate Services, The Fire Fighters Charity, Level 6, Belvedere, Basing View, Basingstoke, RG21 4HG. The Director of Organisational Development and Corporate Services will acknowledge the appeal within 10 working days and then assign to the Charity’s Staff and Governance Committee for review. 
A response to the appeal will be made in writing within 28 working days and the decision will be final.
Problems or Concerns about your volunteering role with us
Stage One - Informal
A minor issue/concern may be identified by your Line Manager/key contact and during discussion it may transpire that you were unaware of certain Charity procedures, once those procedures have been identified, a speedy resolution can then be reached.
Stage Two 

If the concern is not one that can be resolved through informal discussion, a formal meeting will be arranged between you and your Line Manager/key contact. Depending on the nature of the concern(s), further objectives may be set or more supervision offered. However, in the unlikely event that a mutually agreeable solution cannot be found, you may be asked to stop volunteering with us. If this is the case, you will have the opportunity to initiate a stage three appeal.

Stage Three - Appeal
If you wish to appeal, you should write to the Volunteer Lead, with the reasons for your appeal. The appeal will be investigated discreetly by the Volunteer Lead and the Staff and Governance Committee.  

A response to your appeal will be made within 28 days and the decision will be final.

Exceptions

In certain serious cases volunteers may be asked to stop volunteering with immediate effect. This may occur, for example, if a volunteer is under the influence of drink or drugs, involved in an act of harassment, breaches confidentiality or a safeguarding matter, theft, and or abusive or violent behaviour.  

In this instance investigation will take place and you will be invited to a meeting with the Volunteer Lead and the Director of Organisational Development and Corporate Services to discuss the concerns. You may be accompanied to this meeting by a person of your choice.
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