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GUIDANCE 
COMPLAINTS TO THE COUNCIL ABOUT FUNDED 
VOLUNTARY ORGANISATIONS

From time to time the council receives complaints from individuals or groups of individuals about voluntary organisations which the council funds. These guidelines set out the way in which the council will respond to such complaints.

1.
Key Principles
1.1
The council respects the independence of funded voluntary organisations and recognises that their management committees are responsible for all aspects of the organisation’s conduct and performance.

1.2
All funded organisations must maintain a rigorous and rapid procedure for addressing and resolving complaints.  Organisations must provide a twice-yearly report to the management committee summarising the complaints received and action taken so that the management committee may decide on any changes to policies or practices which may be appropriate.  The organisation must ensure that the procedure for addressing complaints is effectively communicated to service users and other stakeholders.

1.3
In the first instance, any complaints from third parties such as service users made directly to the council will be referred to the organisations’ own internal complaints procedure.  The council will require a prompt investigation by the organisation followed by a written report upon completion of the investigation within a week of the completion of the investigation.

1.4
A copy of this guidance will be sent to the complainant.

1.5
Should the complainant be dissatisfied with the outcome of the organisations’ internal investigation they will have the right to complain about the way in which their complaint has been dealt with.

1.6
This will then be investigated by the council as set out in the section of this document entitled ‘Malpractice or mismanagement’. 

2.
Complaints from or on behalf of a child or young person
2.1
Where a complaint is received from or on behalf of a child or young person which may involve other procedures such as the council’s children's complaints procedure or child protection procedures, those procedures will take precedence and the investigation of the complaint will be temporarily suspended.  When any appropriate action has been taken under those other procedures the complainant will be asked if they are satisfied with the outcome.  If any further action is necessary, the complaints from third parties’ procedure will then be followed.
3.
Anonymous complaints
3.1
Anonymous complaints will be referred to the organisations’ management committee.

4.
Allegations which relate to misappropriation of council funding
4.1
Any allegations which relate to the misappropriation of council funding will be investigated by the council.  The funded organisation will be informed that a complaint has been made and that an investigation will be carried out.  A panel will be established consisting of:
· Commissioner / Budget Holder of the grant
· Finance Officer 
4.2
If the allegation is found to be of a criminal nature, the matter will be referred to the police.

4.3
A summary of the investigation and its outcome will be reported to the relevant cabinet member.
5.
Malpractice or mismanagement
5.1
The council reserves the right to investigate any possible mismanagement or malpractice by a funded voluntary organisation.  Such investigations will normally arise as a result of reasonable concerns by either officers or councillors.  The organisation will be informed of the nature of the concerns.  A panel of officers will be established to investigate the concerns and a summary of the investigation and its outcome will be reported to committee.  The panel will normally consist of:

· Commissioner / Budget Holder of the grant
· Finance Officer 

· Appropriate technical support from Legal 

5.2
The funded organisation will be kept informed throughout the process.  When the investigation has been completed the complainant will be informed of the outcome.

6.
Petitions

6.1
Should the complaint come in the form of a petition, this will be dealt with using this procedure and will not automatically be presented to committee.
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