Internal Complaints Policy and Procedure
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----------------------------------Aim of this document: The aim of this Policy and Procedure is to:
•

Settle complaints fairly, simply and quickly.

•

Resolve the issues at the earliest possible stage.

•

Protect complainants and their dignity while at the same time allowing for a means of
investigating dissatisfaction.

The document includes Greyhound Rescue Wales’s (GRW’s) Anti-harassment and Bullying Policy.1
Who may take out a complaint? : any member of GRW (including trustees). Employees attention is
drawn to the staff handbook. If members use the form on the GRW site to initiate a complaint, the
Trustee responsible will draw their attention to this document.
Type of complaint covered by this document: any behaviour which the Complainant considers
offensive, unfair or against the Articles of Association of Greyhound Rescue Wales or its agreed
policies. This includes behaviour that may not be directed at the Complainant, but rather towards a
third party. Examples are listed under Grounds for Complaint (1.3).
Subjects of complaints may be: individuals or groups, including any other GRW members, third
parties with whom GRW has dealings
What is not covered: illegal or potentially illegal behaviour which should be referred to the police;
complaints by non-members of GRW.
Where will I find relevant people?: See https://greyhoundrescuewales.co.uk/about-greyhoundrescue-wales/meet-the-team/ If you cannot access the internet phone 0300 0123 999 and ask to be
put in contact with the Trustee responsible for Human Resources. The Trustee will return your call.
Alternatively, you can write to Greyhound Rescue Wales, Hillcrest, Bryncethin Road, Garnant,
Ammanford SA18 1YS
Definitions
Workers means anyone carrying out work for GRW in an official capacity. It therefore includes
volunteers.
Subjects are those about whom complaints are made, i.e. the perceived perpetrator
The Complainant is the person making the complaint

1. POLICY
GRW wishes to uphold a culture of transparency, of willingness to explore alternative views and sees
negative feedback as an opportunity to improve. Therefore, anyone bringing a complaint should do
so without fear of retaliation and with the confidence that the complaint will be fully explored.
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Both of these documents are available in the Staff Handbook c. 2013.

While all complaints should be taken seriously, it should also be recognised that distress may be
caused inadvertently, therefore an informal resolution process is recommended before a formal
process.
Recipients of harassment or mismanagement should recognise that sometimes the offending person
may be unaware of the effect of their behaviour. In such cases, action against the perpetrator may
not necessarily be appropriate. It is recognised that in an inclusive environment, such that GRW aims
to be, and one where passions may run high, means that offence may be given unintentionally.2
Where it is found that issues should have been handled differently, in most instances, this is an
opportunity to improve practise rather than apportion blame.
However, complaints should be treated seriously and in exceptional circumstances may result in
disciplinary procedure, such as removal of right to volunteer and/or withdrawal of membership. Lack
of dignity or mismanagement can seriously worsen working environments, and social conditions for
staff, volunteers and members of the public. For the individual it can cause demotivation, loss of
self-confidence and self-esteem, stress related ill health, poor work quality and reduced output. For
GRW it can cause increased absenteeism, increased staff and volunteer turnover, poor working
relationships, decline in productivity and results, and damage GRW’s reputation.
GRW is committed to investigating allegations fully, fairly, empathetically and confidentially.
Investigations will be carried out in a timely manner depending on the complexities of the case. GRW
will protect a Complainant’s wish for confidentiality, though where a founded complaint identifies a
criminal act or illegal discrimination, GRW has a legal responsibility to take appropriate action.
GRW recognises that it has a duty to protect its members, employees and volunteers from frivolous
or malicious complaints and as such, appropriate action may be taken when it can be demonstrated
that a complaint is made on a deliberately frivolous or malicious basis.
Legal Responsibilities:
Acts of harassment are now covered by both criminal and civil liability. The Equality Act 2010 refers
to harassment as unwanted conduct that is related to age, disability, gender reassignment, race,
religion or belief, sex and sexual orientation. These are referred to as the “protected characteristics”,
and from this point onwards will be referred to as “protected characteristics” throughout the policy.
However, this document also recognises that harassment may also be related to social and economic
differences more widely.
The Equality Act 2010 also includes the mechanism for individuals to complain of behaviour that
they find offensive, even if it is not directed at themselves. The Equality Act 2010 extends protection
against third party harassment to the “protected characteristics”. Third party harassment can occur
if a member of GRW complains of harassment by a person who is not a member of staff or volunteer
of GRW. They could for example, be customers, visitors, or relatives of staff or volunteers etc. Whilst
individuals who are not volunteers or employees of GRW are not subject to discipline under the
GRW's internal processes, the matter will be referred as appropriate and other mechanisms such as
“The Protection From Harassment Act 1997” may be more appropriate. All complaints of this nature
should in the first instance be directed towards one of the Trustees who will then advise and support
accordingly.
NOTHING IN THIS CODE WILL PREVENT COMPLAINANTS OR SUBJECTS OF COMPLAINTS EXERCISING
THEIR LEGAL RIGHTS.
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It might be assumed that those working for charities are particularly passionate about their work. An
inclusive environment means that individuals from a variety of cultures may have different expectations of
social and business interaction.

1.2 Roles and Responsibilities
Trustees are responsible for ensuring that this Policy and Procedure is implemented, monitored,
evaluated and reviewed. Trustees will receive and consider regular reports in order to monitor the
effectiveness of the policy and to develop the charity.
The Chair is responsible for ensuring that the policy and any related procedures and arrangements
are implemented. The Trustee with Responsibility for Human Resources will ensure that members of
GRW with specific responsibilities are aware of their responsibilities and accountabilities under the
policy and are adequately supported in order for them to appropriately fulfil these responsibilities.
Line Managers will be responsible for ensuring that their volunteers are aware of their
responsibilities in promoting this document. They will ensure that through their own actions,
remarks or behaviour they do not conduct themselves in a manner which others may perceive as
harassment. They will ensure that GRW’s policy is implemented within their area.
The document will be put in the member’s area of the website so that all members may view it.
All those working for GRW must ensure they conduct themselves in such a manner so as not to
harass anyone whilst working or representing GRW and should uphold the policies of GRW. They will
be personally liable for any behaviour that causes harassment to another or which may bring GRW
into disrepute.
All parties utilising this policy are expected to engage in a timely manner at all stages within.
1.3 Grounds for Complaint
1.3.1 Mismanagement
Examples of such behaviour could include but are not limited to:
•

Lack of transparency

•

Favouritism

•

Failure to uphold the principles of GRW as laid out in Articles of Association of Greyhound
Rescue Wales or agreed policies.

Where Trustees believe mismanagement takes place, it may be appropriate to discuss this in a
Trustee’s meeting and so the Trustee responsible for the relevant area should be approached in the
first instance, and if the issue is not resolved, the Chair.
1.3.2 Harassment and Bullying
General principles
Examples of such behaviour could include but are not limited to:
•

Physical attack

•

Verbal and or physical intimidation

•

Public humiliation

•

Persistent unjustified criticism

•

Deliberate unfair allocation of work

•

Exclusion from normal workplace conversation or activities

•

Derogatory name calling

•

Display of offensive material

•

Incitement of others to commit acts

•

Offensive jokes

•

Innuendo

•

Unwanted comments on appearance/dress

•

Patronising language

Sexual harassment
Sexual harassment may be homosexual or heterosexual. It may be defined as any form of unwanted
verbal, non-verbal or physical conduct of a sexual nature that creates an intimidating, hostile,
degrading, humiliating or offensive environment. Specific examples of sexual harassment could
include the invasion of personal space and inappropriate downloading of pornographic or sexually
exploitative and degrading material by computer.
It is important to remember that sexual harassment can occur of women by men, men by women,
and also between members of the same sex. It can also refer to unwanted conduct that is related to
the sex of another person.
Racial harassment
Racial harassment is any behaviour, deliberate or otherwise pertaining to race, colour, nationality including citizenship, or ethnic or national origins, which is directed at an individual or group and
which is found to be offensive or objectionable to recipients and which creates an intimidating,
hostile or offensive environment.
Harassment on grounds of Sexual Orientation
This act of harassment is any behaviour deliberate or otherwise, pertaining to sexual orientation.
Homophobia is a term used to describe hatred and rejection of gays, lesbians and homosexuality. It
may be directed against individuals or groups of people who are, or are thought to be lesbian, gay or
bisexual and is behaviour which can be defined as unwanted conduct violating a person’s dignity, or
creating an intimidating, hostile, degrading, humiliating or offensive environment. A specific
example of harassment may include may include intrusive questioning about a person’s domestic
circumstances.
Harassment on grounds of Religion or belief
Religious harassment is any behaviour deliberate or otherwise, pertaining to religion, religious belief
or other similar philosophical belief and it is behaviour which can be defined as unwanted conduct
violating a person’s dignity, or creating an intimidating, hostile, degrading, humiliating or offensive
environment.
Harassment on the grounds of Disability
Harassment may be based on the fact that a person has a physical or mental impairment, learning
difficulty or disfigurement.
Harassment of the grounds of Age
Ageism can affect anybody regardless of how old they are.

Harassment on the grounds of gender reassignment
A person is protected by the Equality Act 2010 if they are proposing to undergo, is undergoing or has
undergone a process (or part) for the purpose of reassigning their sex by changing physiological or
other attributes of sex.
Harassment via the medium of email and social media
Email and social media can easily be abused in the workplace by management, members orworkers.
Examples can include:
•

Emails/social media post written in an insensitive or inappropriate manner

•

Emails/social media posts where an inappropriately familiar tone is used

•

A bombardment of emails containing demands and deadlines

•

Individuals hiding behind their emails/social media post and writing things in them that they
would not say to another’s face

•

Emails/social media posts of a sexual nature with lewd comments, pictures and jokes

•

Emails that also copy other individuals into the conversation with the intent of humiliation

When using email it is advisable to adopt these simple points of good practice:
•

Be polite – adhere to the same standards of behaviour as you would when writing a letter.
For example, swear-words must not be used, even if you might use such words in
conversation with the person to whom you are sending the email.

•

Use humour with care-not everyone will appreciate it and without voice inflection and body
language, mail messages can be easily misinterpreted.

•

Always consider that it is very difficult to convey tone of voice, irony or sarcasm via email
and that it is therefore much easier to offend people.

•

Always consider whether email/social media is the most appropriate medium for the
message you wish to deliver. Some communications are best dealt with in person or over
the telephone; especially to those of a sensitive or potentially confrontational nature.

•

Never write anything that you would not say to the recipient’s face

•

Do not use capital letters out of context. Words that are all in capitals are considered to be
shouted, and as such may be regarded as being rude.

Bullying
Bullying may be characterised as offensive, intimidating, malicious or insulting behaviour, an abuse
or misuse of power through means intended to undermine, humiliate, denigrate or injure the
recipient. Bullying can take many forms and may involve actions or words which patronise, threaten
or demean. Bullying can be verbal or written and carried out by a variety of methods including the
use of telephones and email. Bullying can happen in public or private and can be carried out by an
individual or group of individuals. It frequently involves someone in a position of authority bullying
someone in a lesser position but bullying of people in a more senior position by people in a lesser
position and between people in an equal position does occur.
Specific examples of bullying could include the abuse of power or authority, and the setting of
impossible deadlines or intolerable workload burdens.

Vigorous speech and comment, academic debate and legitimate management of the performance of
workers can be distinguished from bullying behaviour. However, as stated above, where different
cultures are involved it is very difficult for the victim to differentiate between assertive behaviour
and bullying. This is recognised.
The table below summarises the key differences between managers who use appropriate and
inappropriate methods to get results:
Appropriate Methods
Consistent
Shares Information
Truthful
Fair
Delegates
Builds team spirit

Inappropriate Methods
Inconsistent
Withholds information
Distorts and Fabricates
Has favourites
Dumps
Divides

2. PROCEDURE
Any person who wishes to bring a complaint will have the support of the Trustees in resolving the
issue.
Complaints will be considered with all possible speed and the authorised persons will take
appropriate action as quickly as possible, depending on the complexity of the case.
GRW will treat as confidential, all records concerning allegations or complaints. Any discussions will
be confidential within the confines of the GRW’s legal obligations.
Any member making a complaint will be protected from intimidation, victimisation or discrimination
for raising such a complaint. Retaliating against someone who complains about harassment is a
serious offence, which in some instances may amount to cessation of membership or other
disciplinary action.
The complaints procedure is carried out in stages. This is to allow time for reflection and increase
fairness. Both the Complainant and Subject of complaint will be made aware as to which stage is
involved.
WHAT SHOULD I DO IF I FEEL I AM BEING HARASSED OR WISH TO COMPLAIN
All volunteers have the right to ask any member of GRW to stop behaving in a manner which is
insulting or offensive to them. They may also raise issues with perpetrators of action they consider
inappropriate. In the first instance you should make it clear to the person causing the offence that
their behaviour is unacceptable to you. If you feel unable to do this, you may want to ask a colleague
or friend to go with you, or instead of you, to speak to this person. In any case, this should be done
sensitively, so that the Subject of the complaint is not publicly humiliated.
Alternatively, if you are not a trustee yourself, you could contact one of the trustees, all of whom
would be willing to discuss incidents, however large or small they seem. You can find a list here:
https://greyhoundrescuewales.co.uk/about-greyhound-rescue-wales/meet-the-team/
If you are a trustee yourself and the issue is one of management you should consider discussing the
issue informally with the trustee responsible for that area, and then if the issue is not resolved, by
the Chair of the trustees. It may be appropriate to discuss the issue at a trustee’s meeting.
If you are not a trustee, the trustee whom you approached will listen empathetically to your
problem and not make any judgement. Once the problem has been identified, the Trustee will be

able to outline any appropriate actions for consideration. Any discussions will be confidential and
further action would not be taken without your express permission. (The exception to this is where a
criminal act takes place).
If following the initial action as outlined above the problem continues or the complaint is of a more
serious nature from the outset, a formal complaint can be made. The exact procedure to be followed
is set out on the following pages which are a quick reference guide to the options/procedures that
can be followed if harassment occurs.
It should be noted that during any stage of the process, further action will not be taken without your
express permission provided that in the interests of natural justice complaints have been dealt with
fairly.
You should keep a record of incidents in order to recall what has happened.
INFORMATION FOR PEOPLE WHO ARE SUBJECTS OF COMPLAINTS
How will you know if you are accused of harassment?
You may find that someone tells you that they are offended or upset by certain aspects of your
behaviour and they will ask you to stop behaving in a particular manner. All volunteers have been
informed that they have a right to ask others to stop behaving in a manner which is insulting or
offensive to them.
Not everyone will feel confident to do this and also there are some circumstances where this is
inappropriate. This can often be as stressful for the individual who is accused as for the individual
making the complaint. If a problem is identified, the different stages of the procedure allow for
problems to be dealt with either informally or formally depending on the circumstances of each
case.
You may find that you are being approached by a colleague or friend or Trustee on behalf of the
individual, you may be approached by the individual and their colleague or friend or Trustee.
As the Subject of a complaint, you will have the opportunity to be represented where this is relevant
and at the appropriate stage of the procedure and to be given a clear account of the allegation so
that you may state your case and respond.
GRW recognises that it has a duty to protect its employees and volunteers from malicious or
frivolous complaints and as such, appropriate action may be taken when it can be demonstrated
that a complaint is made on a deliberately frivolous or malicious basis.
You will be advised by letter or email if a formal complaint is made. This will state that you are
subject to a formal complaint.
If you carryout work for GRW, unless the issue is extremely serious you would continue work while
the investigation is carried out. However, you may request a cessation of duties, and of course all
volunteers have the right to withdraw labour.
You will be allowed to appeal against any decision and may take out a counter complaint.
MEDIATION
At any stage in the complaints procedure, the Subject or the Complainant may request that this
matter be dealt with by mediation.

Mediation is voluntary and will take place only if all parties agree. However, GRW hopes that
Complainants will be amenable to any suggestion made by GRW to refer complaints to mediation
and hope that all parties will cooperate with all efforts to resolve a complaint.
Mediation may involve external or internal mediators but external mediation will only be available
with the express permission of the Treasurer. External mediators may be found through ACAS or the
Wales Council for Voluntary Action.
If both parties agree to mediation, the complaints procedure will be put on hold whilst the
mediation takes place.
If the compliant is resolved through mediation, the mediator will assist the parties to draft a written
agreement that will be signed by both parties as acceptance of its terms.
In the event that no mutually acceptable solution is reached through the mediation process, with
the permission of the Complainant, the complaints procedure will be reconvened.
2.1 INFORMAL PROCEDURE
There is a strong expectation that the informal stages will be used in the vast majority of cases. Only
rarely, and in the most serious of cases, may the informal process be avoided.
All parties involved are expected to engage in a timely manner at all stages of the process. The stage
reached should be clearly communicated to relevant parties.
There are 4 steps to the informal procedure:
Step 1
If you have complaint about your volunteering role, or that of a third party, you should discuss this
as soon as possible on an informal basis with your Line Manager or other senior member of staff (as
appropriate).
The Complainant should raise the concern with the Subject making it clear that their behaviour is
unacceptable to him/her, if possible and appropriate to do so. A significant number of cases can be
resolved at this stage.
If the Complainant feels unable to speak to the person causing offence, he/she could ask a
sympathetic colleague/friend (who is a member of GRW) or a Trustee to go with him/her to speak to
the person concerned.
If the Complainant feels unable to carry out step 1, or if the complaint is not resolved he/she should
contact a Trustee to take the matter further (in accordance with Step 2)
Step 2
The Complainant can speak to a Trustee (list of whom can be found at:
https://greyhoundrescuewales.co.uk/about-greyhound-rescue-wales/meet-the-team/). The Trustee
will discuss the various options available to the Complainant for consideration. These options include
listening, sending a brief statement outlining the complaint to the alleged harasser, speaking to or
meeting with the alleged harasser, or taking no further action. The Trustee may also recommend
taking advice from the Human Resources Trustee. The Trustee should not only speak to the Subject
of the complaint but also consider speaking to the Subject’s line manager.
Step 3
The Trustee, together with the Complainant, may then implement the option or options decided
upon under Step 2. For example, the Trustee may listen sympathetically, send an email outlining the

complaint or may meet with the alleged harasser to try and resolve the matter. Any explanation,
apology or other response (verbally, by email or in writing) offered by the alleged harasser should be
passed back to the Complainant by the Trustee.
Step 4
At any stage in this procedure, the volunteer may request that this matter be dealt with via referral
to mediation (see below). Mediation is voluntary and will take place only if both parties agree. The
Trustee may suggest such a process and will make a referral to a mediator. Requests must be
communicated in writing. Individuals will not be required to provide any details of the issues at this
stage, only their own contact details. Internal mediation should be considered by the Complainant
before passing to the formal stage.
END OF INFORMAL PROCEDURE
2.2 FORMAL PROCEDURE
If the matter cannot be resolved informally as above, the formal procedure may be embarked upon.
Steps 5, 6 and 7 constitute the formal procedure.
In the case of a complaint being taken out as a counter- complaint, or in response to the start of
disciplinary action, it may be appropriate to deal with both issues at the same time.
Step 5
Step 5 begins the formal procedure and is divided into 4 sections (a─d)
a. The complaint must be in writing and:
•

Sent to the line manager, or other senior member of GRW such as a member of staff or
Trustee (as appropriate). If the complaint is against the line manager, the matter should be
raised with a Trustee who is not a line manager (Investigating Trustee). Whoever deals with
the complaint at this stage, will normally be excluded from hearing any appeal.

•

Contain sufficient details of the allegation/s and of the name of the Subject

•

Indicate the remedy sought

•

Be copied to the Trustee Responsible for Human Resources

•

Who was involved when the event/s took place

•

If there were any witnesses to the event/s

•

Normally be sent out within a month of the incident (or final incident)

Complainants should stick to the facts and avoid insulting or abusive language.
Where complainants have difficulty expressing themselves because of language or other
difficulties they may seek help from colleagues or Trustees.
All parties involved are expected to engage in a timely manner at all stages of the process,
proposed timescales will be discussed on a case by case basis.
b. Initial information and initial investigation. Once the Line Manager or other senior member
of staff or Investigating Trustee (as appropriate), has had a reasonable opportunity to
consider their initial response to the information set out in the complaints letter, the
Complainant and Subject of the complaint will be informed that the complaint will be
investigated via the formal process (see Appendix 2 for a draft letter informing a person that

they are subject to a formal complaint). Letters may be sent either by email or through the
post. The initial investigation may take the form of emails, letters and/or telephone and it is
possible that the situation is resolved at this stage, if not, and the Complainant wishes to
continue, a complaints meeting should be held. Any volunteer who is the Subject of a
complaint should be provided with an opportunity to respond to the complaints made
against them. The initial investigation will take no longer than 10 days. If the matter is not
resolved step 5.c should be followed.
c. If 5.b does not resolve the matter a complaints meeting will be held within 5 to 14 days of
the conclusion of the initial investigation. The meeting will be held either face-to-face or via
an internet visual conference call and the Complainant and Subject of the complaint must
take all reasonable steps to attend the meeting. Both will have the right to be accompanied
at the meeting by a friend. This companion can speak at the meeting on behalf of the
Complainant/Subject of the complaint, but they cannot answer questions put directly to the
Complainant.
Any volunteer who is the Subject of a complaint should be provided with an opportunity to
respond to the complaints made against them.
Where possible, a note-taker, who must be uninvolved in the case will take down a record of the
proceedings.
The Line Manager or Investigating Trustee will chair the meeting and read out the grounds of the
Complainant’s complaint, ask the Complainant if they are correct and require the Complainant
to provide clarification regarding details of the complaint if unclear. The meeting may be
adjourned if it is considered necessary to undertake further investigation. The meeting will be
reconvened as soon as possible.
d.

Complaint Decision. Within 7 to 10 days of meeting, the Complainant’s Line Manager or
other senior member of staff, or the Investigating Trustee (as appropriate) will send their
written decision.
If appropriate the decision will set out what action GRW intends to take to resolve the
complaint or if the complaint is not upheld, will explain the reasons. Even if the complaint is
not upheld it may be that the complaint has raised issues around the perception of the
charity or an individual. Such issues should be reported where it is felt the organisation may
learn from the process. This will also include notifying the Complainant and Subject of the
complaint of her/his right of appeal and the procedure to be followed.
If there are adverse findings in the written report and the report is agreed, disciplinary
action may be taken , for example by suspension or cessation of volunteering, cessation of
membership.

Referral to the Disciplinary Procedure
During or following any findings or outcomes of the complaint procedure matters may arise that
may require consideration through the disciplinary procedure. They should be referred to the
Trustee with Responsibility for Human Resources
Any party may seek advice on any stages of the complaints procedure from a Human Resources
Trustee, or external Human Resources expert, the Citizen’s Advice Bureau, or from their own legal
representative
Appeals Procedure

In circumstances where Complainants or the Subject of the complaint wishes to appeal the
complaint decision, they should do so by writing promptly (normally with 5 working days of receiving
the decision). Normally, the appeal would go to the Chief Executive. In the case of no Chief
Executive, the matter should be raised with the Chair of the Board of Trustees, or if the Chair has
already been involved in an earlier stage to the Vice Chair. The Chief Executive, Chair, or Vice-Chair
will convene and chair the appeal panel.
An appeal meeting will be held within 7 to 10 working days by an appeal panel. The panel will consist
of three or more members of the Board of Trustees who ideally have had no direct involvement in
the case. Ideally, individuals from another charity may also be brought in to consider the appeal.
The Complainant and Subject must take all reasonable steps to attend the appeal meeting. They
have the right to be accompanied, and a final decision will be sent out to Complainant and Subject
within 7 to 10 days following the appeal meeting. The decision of the person chairing the appeal
meeting will be final, and there will be no further right of appeal.
MONITORING
GRW confirms its commitment to a comprehensive policy of equal opportunity where individuals are
treated on the basis of their relevant merits and abilities and are given equal opportunities within
the Charity. By monitoring information related to all complaints, we will be able to identify if we are
offering equality of treatment to all. By analysing the data we will be able to identify where we are
falling short of this ideal and then concentrate on finding solutions and making changes.
Analysing complaints also allows us to learn from mistakes and provides an early warning system for
possibly serious issues.
All information gathered will be in an anonymised format.

Appendices
Appendix 1
Flow Chart Summarising the Complaints Procedure

Appendix 2
Draft letter informing an volunteer that they are the subject of an investigation
Date ………………..

Dear…………………..
I am writing to inform you that in accordance with step 5b of the complaints procedure, GRW has
decided it is necessary to conduct a formal investigation into your alleged actions in relation to:
•

[Summarise details of each issue being investigated in bullet points]

The person in charge of the investigation will be [name of investigator].
The aim of the investigation is to establish the facts of the matter by gathering as much relevant
facts and information as possible. It is currently expected that the investigation will be completed by
[day, month].
Once the initial investigation has been completed, you will be informed in writing of its outcome. If it
is found that there is a case to answer, you will be invited to a formal meeting where you can explain
your version of events (step 5c of the complaints procedure). If this is required, you will be informed
of the time and date of the meeting in advance.
In the meantime, should you have any information that might be of assistance to the investigation or
wish to discuss anything, please do not hesitate to contact [name of investigator/line manager].
Their contact details are [telephone number, email address].
To ensure that the investigation can be conducted as fairly as possible we request that you keep the
matter confidential. Any breach of confidentiality may be considered to be a disciplinary matter.
Please note that you should continue to attend to GRW business while the investigation takes place
[amend if suspension of the volunteer was necessary].
You may request mediation.

Yours sincerely

Signed ..................................................

