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CRICK GOOD NEIGHBOURS COMPLAINTS POLICY 
 

The Crick Good Neighbours scheme (the scheme) will endeavour to provide its 
services to all those who request them, in a fair and non-discriminatory way. All 
volunteers will be trained to provide a service in an effective and friendly way. 
All members and volunteers with Crick Good Neighbours are expected to behave 
at all times with respect for the personal dignity of any resident of Crick to whom 
they are delivering a service of any kind. This includes respecting other peoples’ 
beliefs and concerns, as well as not discriminating against them. Despite these 
provisos it is possible that a complaint may be made about a volunteer or about 
the assistance provided. To manage such events effectively and caringly the 
scheme will use the following procedure to investigate and resolve all complaints 
that are reported. 
 
Any complaints about a volunteer in the scheme will be made initially to the 
Volunteer Co-ordinator. The Co-ordinator will make a record of the complaint if 
a verbal complaint is received. The Co-ordinator will interview the complainant 
and the volunteer within 7 days of the complaint being made, and make a 
thorough investigation. The Co-ordinator will then contact the complainant to 
explain the result of the investigation and the action the scheme will take to 
address the issue. Where a complaint is confirmed against a volunteer the Co-
ordinator will take action according to the severity of the complaint as follows: 
 

• Where the complaint is minor the volunteer will be offered additional 
training to prevent a recurrence of the problem and will not be permitted 
to work as a volunteer until the training has taken place. A record of the 
action will be recorded in the volunteer’s personal file held by the 
Volunteer Co-ordinator 

• Where the complaint is held to be serious the volunteer will be removed 
from the scheme  

• Any complaint that relates to potential criminal activity will be reported 
to the police immediately and the volunteer will be suspended from 
volunteering with the scheme until the police have decided if there is a 
case for prosecution or other action against the individual (acceptance of 
a caution, for example) 

 
Both the complainant and the volunteer have the additional option of referring 
the complaint to the management committee if they are not satisfied with the 
initial outcome. This referral must be made in writing and will be considered by 
3 members of the committee within 7 days from the referral being received, and 
investigated further if necessary. The decision of the committee members will be 
final. 
 

• Where a complaint is made against a member of the Committee or a 
member of the scheme who is not also a volunteer the complaint will be 
reviewed by 3 members of the Management Committee. If the complaint 
is upheld the member will be removed from membership of the scheme 

 

 


