
GILLINGHAM YOUTH CLUB 

COMPLAINTS POLICY AND PROCEDURE 

For the purposes of this policy, the term “youth work team” includes all who 

are volunteers (over the age of 18), young leaders (under the age of 18) or paid 

employees of Gillingham youth club. 

 

The aim of the Complaints Policy and Procedure is to reach a resolution that is 

satisfactory to both the complainant and Gillingham Youth Club.  It seeks to protect 

the rights of all parties.  All complaints and proceedings are considered confidential, 

and not to be divulged by either party.   The procedure is available for use by any 

complainant who feels they have been treated unfairly by any youth work team 

member of Gillingham Youth Club.  Gillingham Youth Club will seek to reach a 

satisfactory resolution of the complaint for all parties concerned. 

 

Step 1: 

If a complaint is received from a user, the youth work team member concerned 

should try to resolve the complaint informally.  If a satisfactory resolution is not found, 

the youth work team member concerned must discuss the complaint with the Lead 

Youth Worker. 

 

Step 2: 

If a complaint is received from a member of the public, the Lead Youth Worker 

should try to resolve the complaint informally.  If this is not possible, step 3 should be 

the next stage. 

 

Step 3: 

If the complaint cannot be resolved by informal discussion, the complainant should 

submit the complaint to the Management Committee within 4 weeks of the incident 

occurring, clearly specifying the resolution sought and the date on which it occurred. 

The Management Committee will attempt to clarify the nature and accuracy of the 

complaint and facilitate a satisfactory resolution. The complainant will be notified in 

writing of any action taken within 6 weeks of the incident. 

 

All complaints should be kept in a complaints file, with details of the complainant, 

nature of the complaint, process followed and the action taken.  The complaints file 

is to be kept in a locked and secure cupboard, only accessibly by the Lead Youth 

Worker and Management Committee. 
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