
      Complaints Policy Youth Canterbury 

Documentation review Sept 2023 
Author A.H.Trill 

 

At Youth Canterbury, we strive to provide a safe and supportive environment for all participants, 

volunteers, and stakeholders. We value transparency, accountability, and continuous improvement. 

We understand that concerns or complaints may arise from time to time, and we are committed to 

addressing them promptly, fairly, and confidentially. This Complaints Policy outlines our process for 

handling and resolving complaints effectively. 

Purpose 

The purpose of this policy is to provide a clear framework for addressing complaints within Youth 

Canterbury. We encourage open communication and feedback, and we are dedicated to resolving 

complaints in a respectful and timely manner. This policy applies to all individuals associated with our 

youth charity, including participants, volunteers, employees, donors, and other stakeholders. 

Complaint Definitions 

For the purpose of this policy, a complaint is defined as an expression of dissatisfaction or concern 

regarding any aspect of our programs, services, interactions, or operations. 

Confidentiality 

We respect the confidentiality of all parties involved in the complaint process. All information shared 

during the complaint process will be treated with the utmost confidentiality and will only be 

disclosed to individuals directly involved in addressing and resolving the complaint. 

Informal Resolution 

We encourage individuals with a complaint to first attempt an informal resolution by discussing the 

matter directly with the relevant staff member, volunteer, or supervisor involved. Most concerns can 

be resolved satisfactorily through open dialogue and mutual understanding. If the issue is not 

resolved or if the complainant is uncomfortable addressing the concern informally, they may proceed 

to the formal complaint process. 

Formal Complaint Process 

a. Lodging a Complaint: 

Complainants should submit their formal complaint in writing to [Youth Charity Name]'s 

Complaints Officer (or designated individual) within [specified timeframe]. The complaint 

should include the following details: 

i. Name, contact information, and affiliation (if applicable) of the complainant. 

ii. Description of the complaint, including relevant dates, times, locations, and 

individuals involved. 

iii. Any supporting documentation or evidence, if available 

b. Acknowledgment of Complaint: 

Upon receiving a formal complaint, Youth Canterbury will acknowledge receipt within 2 

working days. The acknowledgement will outline the expected timeline for resolution and 

provide contact information for further inquiries. 
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c. Investigation and Resolution: 

Youth Canterbury will initiate an objective and unbiased investigation into the complaint. The 

Complaints Officer (or designated individual) will be responsible for overseeing the process. 

Depending on the nature and complexity of the complaint, the investigation may involve 

gathering additional information, interviewing relevant parties, and reviewing relevant 

records. 

d. Notification of Findings: 

Upon completion of the investigation, Youth Canterbury will provide a written response to 

the complainant, summarizing the findings and any actions taken or proposed to address the 

complaint. The response will be provided within an agreed (with complainant) specified 

timeframe from the acknowledgement of the complaint. 

e. Appeals: 

If the complainant is dissatisfied with the resolution provided, they may appeal the decision 

within [specified timeframe]. The appeal should be submitted in writing to [Youth Charity 

Name]'s designated appeals officer (if applicable) and should clearly state the reasons for the 

appeal. The appeals officer will conduct a thorough review of the complaint and response 

and provide a final decision within [specified timeframe]. 

Record-Keeping 

All complaints and their resolutions will be documented and securely maintained by Youth 

Canterbury. This information will be used for review, analysis, and continuous improvement 

purposes. 

Non-Retaliation 

Youth Canterbury is committed to protecting complainants from any form of retaliation as a result of 

lodging a complaint. Any individual found to be engaging in retaliatory behaviour will be subject to 

appropriate disciplinary actions. 


