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COMPLAINTS PROCEDURE FOR CLIENTS AND VOLUNTEERS 
 
1. Introduction 
 
NNLS Destitute Asylum Seekers Drop in is run solely by volunteers and aims to create an 
environment where volunteers feel valued in the wide variety of tasks they undertake. The 
NNLS Drop in also recognises that there may be occasions when clients or volunteers have 
concerns or complaints and this complaints procedure enables individuals to raise them 
more formally if they cannot be resolved informally. The procedure provides an open and fair 
way for clients and volunteers to make known their problems and aims to enable complaints 
to be contained and resolved quickly to avoid them escalating and becoming major 
problems. 
 
Complaints are dealt with in confidence, with only those people directly concerned sharing 
sensitive information in accordance with the NNLS Drop in’s confidentiality policy. 
Complainants and those who are the subject of complaints are expected to comply with the 
confidentiality policy at all times. 
 
 
2. Initial discussions  
 
Initially, if the matter between volunteers cannot be resolved informally, it should be raised 
with the relevant team leader. If the team leader is the subject of the complaint, or there is no 
relevant team leader, the matter should be discussed informally with the volunteer 
coordinator.  
 
In the case of a client raising a complaint, whether this be against a volunteer or fellow 
attendee, this should be communicated to any available volunteer who must then inform the 
relevant team leader or volunteer coordinator.  
 
The team leader or volunteer coordinator will take the complaint seriously and ensure that 
everything is done to try and resolve the issue informally, speaking to all parties to ensure 
fairness and equality.  It is hoped that the majority of concerns will be resolved within two 
weeks at this stage.  
 
3. Formal Procedure for volunteer complaints  
 
Stage 1 
 
If a volunteer feels that their complaint has not been resolved through informal discussions, 
they should put the complaint in writing to the volunteer coordinator.  If the complaint 
involves the volunteer coordinator, the complaint should be put in writing to a designated 
member of the coordinating committee (currently Mildred Levison or Madeleine Forster). 
 
Meetings will be held between the volunteer coordinator or, where relevant a designated 
member of the coordinating committee, and the volunteer who has raised the complaint as 
well as the volunteer/s who is/are the subject of the complaint. The meetings will be an 
opportunity for all parties to state their case and share how they would like them to be 
resolved. Each volunteer has a right to be accompanied to the meetings. 
 



Following these meetings, the volunteer coordinator (or where relevant the designated 
member of the coordinating committee) will give a written response within two weeks 
outlining how the complaint(s) will be responded to. If the complaint requires further 
investigation, the volunteer coordinator (or where relevant the designated member of the 
coordinating committee) may need to carry out further meetings or investigation. In this case, 
the two-week limit may need to be extended. The response will follow this meeting and 
include a reference to the right of appeal.  
 
Stage 2 
 
If the volunteer feels the issue has still not been resolved satisfactorily, he or she must raise 
the matter, in writing, with the Chair of the Coordinating Committee. The Chair will invite the 
volunteers involved to meetings where they can discuss the matter and establish how best to 
resolve the situation. The volunteers have a right to be accompanied to the meetings.  
 
Following the meetings, the Chair of the Coordinating Committee will carry out further 
investigation as he or she sees fit.  A written response will be given to all parties within two 
weeks outlining how the complaint will be resolved. In some situations, the two-week limit 
may need to be extended. The response will include a reference to the right of appeal.  
 
 
4. Formal Procedure for client complaints  
 
Clients wishing to complain about any aspect of the service may approach any volunteer.  
The volunteer should pass the complaint to the relevant team leader. If the complaint is 
about the relevant team leader it must be passed to another team leader who should 
endeavour to settle the issue to the client's satisfaction.  If the team leader is unable to 
satisfactorily resolve the complaint it should then be passed to a designated member of the 
coordinating committee (currently Madeleine Forster or Mildred Levison), who will if 
necessary liaise with the Chair of the coordinating committee in order to resolve the issue. 
 
5. Right of Appeal 
 
If clients or volunteers wish to appeal against any decisions made by the Chair of the 
Coordinating Committee, they must appeal, in writing to the Chair of the NNLS Destitute 
Asylum Seekers Drop in, within two weeks of the decision being communicated to them.  
The Chair will invite relevant parties to meet with them to present their case. The parties will 
have the right to be accompanied to the appeal meeting.  
 
The Chair will make a decision which will be communicated to all parties within three weeks 
of this meeting. The decision of the Chair will be final and binding 
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