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Stepping Stones to Success:

An Implementation, Training and Support Framework

Part 1:  Volunteer Tutors
Section 4:  Grievance Procedures
Stepping Stones to Success depends on Good Practice in Support and Supervision of Volunteer Tutors.  This section addresses an aspect of volunteer Tutor management.

Supporting Documentation follows
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Dealing with Problems

From time to time anyone working with volunteers will have to deal with problems.  Most problems can be resolved informally through good communication and at Supervision sessions. Course delivery problems should be dealt with in Assessment and Monitoring Sessions with an accredited Assessor.  
If it becomes apparent that a volunteer is not suited to the role of Tutor, then perhaps they can be offered a position in another area of the organisation, or else signposted to a different organization.
Communication is a vital part of working with Volunteer Tutors and keeping this communication open can usually avoid problems.  If volunteers feel they have been poorly treated then, grievances can be aired at an early stage.
Some issues cannot be resolved informally, which is why it is important to have grievance and disciplinary procedures in place.  Such procedures are useful even if you never have to use them.  They demonstrate a commitment to your volunteers, giving them the security that if something goes wrong they know exactly how to carry the matter forward and similarly that they will not be treated in an arbitrary manner if the organisation feels they have acted wrongly.

It is generally better to have procedures for volunteers that differ from those covering your paid employees.  Procedures for volunteers should be as clear and understandable as possible.  There should be a well-defined route for complaints to be taken up.
Resolving complaints at a Tutor Training Event, an Assessor Training Event or a Lead Trainer Training Event is the responsibility of the Lead Trainer of that event.  This process (and a Sample Training Event Grievance Procedure) is outlined in Section 2: Training Event Organisation Pack and the relevant sections dealing with Assessors and Lead Trainers Training.
[See ‘The Good Practice Guide’ by Kate Bowgett, Kathryn Dickie and Mark Restall]
Example of stages to be included in a Grievance Procedure
· Opportunities to air Complaints should be offered at Supervision sessions and on an informal basis
· Refer the problem to Volunteer Manager/Co-ordinator (if different from the Supervisor)

· If the complaint ifs not resolved then both parties should have the option to refer to a named person in a more senior position in the organisation. 

· Keep the process transparent

· Put everything in writing and have definite timescales for dealing with the issue

· A Volunteer should have the option of being accompanied by a colleague, friend or union representative in any meeting as part of this process.

· Lastly there should be a right of appeal.  It is when volunteers feel that there has been no form of due process that they feel most aggrieved.
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