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              COMPLAINTS AND GRIEVANCES POLICY

                           Samaritans in Spain (SiS)

1. Introduction

The purpose of this policy is to provide an avenue through which volunteers and their managers can 
resolve work-related complaints as they arise. Complaints by callers/members of the public are not 
included.

Open communication and feedback are regarded as essential elements of a satisfying and productive 
work environment. SiS encourages its volunteers to resolve any issues or concerns that they may have 
at the earliest opportunity with each other or, failing that, their immediate supervisor/manager. 

In general use, a complaint is an expression of displeasure. A grievance is a formal statement of 
complaint - a grievance is what you file. Complaints must be expressed and discussed with the 
volunteer's immediate supervisor/manager (if appropriate) before any grievance is filed. If the 
complaint cannot be resolved, a grievance may be filed.

Grievances can range from the very minor and easy to resolve, to the extremely serious, which may 
involve formal disciplinary action.

2. Procedures for filing a grievance

a) The manager should arrange to meet the volunteer to talk about the issue and try to resolve the 
issue informally af this first meting. 

b) It is important to have another manager or director available as an alternative contact person in
case the complainant has a problem with the manager and doesn’t feel comfortable 
approaching him or her. 

c) If a solution isn’t found after the first meeting between the complainant and manager and 
neither party is satisfied with the outcome, the next step would be to arrange a formal meeting 
as quickly as possible, for the manager’s supervisor (or a director) to be involved in solving 
the issue. 

d) At this stage it is important that the grievance is explained in writing and to obtain a 
chronology of events (who, what, why, when, how etc.) and to establish the facts of the case.

e) If the matter is not resolved and the volunteer wishes to pursue it, the case is referred to The 
Board of Trustees (BoT) to decide how to carry out any necessary investigations. 

3. Investigating a grievance

All parties are to maintain complete confidentiality at all times. 

Before making a final decision BoT can appoint an investigator to investigate the case. The 



investigator can be a single person or a committee of 2 – 3 persons chaired by a trustee – or the 
Standards and Conduct Committee1 can investigate the case (always when a trustee is part of the 
case).

To ensure that the investigation is procedurally fair the investigator should ensure that:

a) the respondent is aware of all the allegations made against her/him/them in sufficient detail;

b) the respondent is allowed a reasonable opportunity, including adequate time, to respond to 
each of the allegations;

c) the investigation is carried out in a reasonable time frame;

d) all participants are given the opportunity to have a support person in the interviews pertaining 
to the investigation;

e) all participants are required to maintain confidentiality and sign a confidentiality agreement;

f) the investigator has no personal interest or bias in the matter being investigated;

g) all participants are given the opportunity to respond to any contradictory evidence;

h) the investigator makes reasonable and diligent enquiries to ensure that there is sufficient 
evidence before making findings on the balance of probabilities.

The BoT reserves absolute discretion as to making a final decision as to how the grievance or dispute 
will be resolved.

4. Withdrawing the Grievance 

The party who lodged the grievance, can at any time withdraw the grievance. In this situation there is 
the possibility the other party may wish, and has every right to continue the process if they believe 
they have not had the opportunity to respond appropriately. 
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1 See “Internal Regulations for the Management of SiS”
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