Respectful Behaviour (Complaints) Policy
The London School of Samba is a community group in the widest sense.  We think of ourselves as the Friendly Samba School and are proud to reflect every facet of our cosmopolitan city.  The School's Trustees are committed to ensuring all members are treated with full respect and these procedures set out how we will deal with any slip below what is acceptable behaviour.  It should be read in conjunction with our Equal Opportunities Policy

Some Examples of Unacceptable Behaviour: 
· Spreading malicious rumours

· Ridiculing or demeaning or picking on someone

· Shouting at someone

· Exclusion, victimisation or unfair treatment.

· Undermining or constantly criticising someone

· Overbearing behaviour or bullying

· Unwelcome comments, actions or sexual advances.

This clearly includes the target of prejudiced or discriminatory comments.  Where there is no direct target present, they should be challenged about their comments and if they respond inappropriately this would be a suitable referral for this policy.
Scope of these Procedures:  Complaints against other organisations which are in a relationship with LSS are outside the scope of these procedures and should be directed to that organisation.  

These procedures relate to complaints and issues raised by both members and non-member service users against either a member of the School, or someone contract by the School to provide a service.  They include issues of unsatisfactory individual behaviour or unfair treatment in conducting the Schools business.

These procedures are not the way to deal with issues of School policy.  Such issues should be raised with the relevant operational/volunteer team responsible. Where a group of 10 or more members are not satisfied by their response, they may submit their views for the consideration of the Trustees, via the Operational Management Group, who will review the matter and submit their recommendation to the next Trustee meeting.  This in no way restricts members rights to take up any issue by way of resolution at general meeting, but offers an interim way to find a short term remedy for members.

While members can support and encourage other members in raising matters under this policy it is not appropriate to do so on their behalf.  Where a member of the OMT becomes aware of behaviour which is not respectful, they should seek to discuss this with those concerned and if not resolved, process the issue through the stages outlined below.
APPENDIX 1 is a flowchart outlining the whole policy processes.

Informal Procedures:  All complaints should, where possible, be discussed and resolved informally by the concerned parties. Where this is not possible or felt not to be feasible, a written outline of the concerns should be submitted to the Complaints Clerk  It will be their responsibility to ensure the issues are raised at every stage and to record the eventual outcome.  They will have no role in hearing or deciding on submissions.  Any member, involved (or not) in the issue, can be asked to assist in compiling the written submission.

There will be a second informal stage, when a member of a specially appointed Mediation Panel shall discuss the submission with both sides separately and together with a view to resolving the issues raised in a way which is mutually acceptable to all parties.  Whether this has been achieved or not will be reported back without any comment by the Panel Member and neither they nor their views on the mediation discussions will be divulged nor shall they play any part in subsequent formal proceedings.  

Where either party does not wish to be involved in mediation, or mediation does not resolve the issue for all who are involved, the matter will be investigated  formally.
Examples of successful outcomes of mediation will include all parties being satisfied that their feelings have been heard, or by a suitable apology or undertaking for the future.

Formal Investigation:  Where the written submission relates to a particular area of activity, it should be dealt with by leader of that volunteer team.  Where it involves more than one team, any of the relevant team leaders can conduct the investigation.  No one with any involved in the complaint, or vested interest in the issues will play any part in the investigations.

Where the submission relates to the behaviour of a team leader or musical director, or a member of the contracted staff, the investigation will be treated as for other  members, but will be investigated by  a trustee.  
Where the submission relates to a trustee it should be investigated by the Chair of Trustees.  Where it is against the Chair of Trustees it should be dealt with by an ad hoc committee of two or three of the other trustees. 
All relevant issues will be discussed with all parties involved, both separately and together as the person conducting the investigation sees fit.  They will decide whether to uphold or deny the complaint or grievance and have the authority to give “written advice” or a formal warning where they see it as appropriate.  It is intended that most complaints will be resolved in such a way, but where events are seen as being sufficiently serious,  all or part of the rights of membership of the School may be suspend for up to a month.  

This suspension could in the most serious cases be accompanied by a recommendation that membership be terminated, but it is envisaged that suspension and termination of membership should be rare occurrences and recommendations to terminate membership must be heard by at least two  of the LSS Trustees.  Decisions on all submissions should be reported to the Complaints Clerk who will keep a record of all such decisions and report them annually to the Trustees.  
Appeal:  If either party is dissatisfied by the decision of the investigation they can appeal this decision and an appeal hearing will be heard by one  of the trustees.  Where the investigation has been conducted by the Chair of Trustees, the appeal will be heard by a panel of three other trustees.  Where there are not three trustees available who have no prior involvement in the investigation, the trustees can appoint a lesser number to hear the appeal or if  they see fit request a member of the OMT to make up such numbers.

The appeal decision shall be the final resolution of the investigation of the written submission.

The Complaints Cerk:  Currently Vacant – in short term direct to 










lss.trustee.ntn@googlemail.com
Notes:
1. Mediation .... Many spheres find this the most constructive way out of even very significant conflicts (restorative justice and separating parents) - giving an early resolution and if both sides are happy the School is going to benefit - heading dissatisfaction off at the pass.  Often people just want to be listened to and there views not overlooked. . It's a counselling/social work technique - Both sides need to be treated equally in this process which is not about taking sides and deciding - you just help both parties understand each other.  This process is very different from a judicial/ adversarial process required for deciding who is "right" or to "blame". The first stage is to get both parties to step outside their monopoly of "right-ness" in order to explore the other sides point of view. Those who have been involved in mediation find they can not do it properly unless they play no part in any subsequent enquiry. The role of the mediator is explained in more detail in APPENDIX 2.
2. If an incident is dealt with informally by mediation it is not appropriate for any warnings to be issued.  The Complaints Clerk will just note that this was resolved by mediation and keep a written record of any voluntary undertakings about future behaviour.

3. Where a member of OMT has been involved in informal discussions of an incident at an earlier stage, they may not be the best person to conduct a formal investigation (unless all parties are in agreement)

4. Any warning which is not written and does not follow a formal investigation of a complaint will be regarded as informal advice.
The current members of the Mediation Panel are:

Mestre Mags


Zara Walker


Merle Joseph

Susie Martin


Greg Cowan


Bill Cleary


APPENDIX 1:                    Flowchart of the LSS Complaints Process
In the event of member A being feeling that member B's behaviour fell short of the Respectful Behaviour Policy (maybe C too) :

	STAGE
	PROCESS


	
	

	Preliminary


	A should raise the matter with B (& C) and 

all parties should try to resolve the matter 

between themselves.

	
	 If not satisfied

	
	

	
	A should submit a written Statement of 

Complaint to the Administrator

	
	

	
	

	Informal
	A mediator will contact all parties 

 to explore if it is possible 

to resolve matters to mutual satisfaction

	
	 still not satisfied

	
	

	Formal
	An Independent Investigation is carried out.

Resulting in a Finding and possible sanction



	
	      Any party may request an appeal

                  (in exceptional circumstances, 

                         there may not be a higher authority 

             available to conduct an appeal)

	
	

	Appeal
	The papers, findings and any sanction

 are reviewed and may 

be upheld, amended or replaced.



	
	
	
	

	There is no further redress available under the Complaints Process.  
	
	


APPENDIX 2:          Role of the Mediator
The mediator is acting on behalf of LSS seeking to resolve a complaint or issues of personal behaviour between members, without it being necessary to hold a formal investigation.  After the mediation is completed the mediator will inform the Administrator whether mediation has been successful or whether the matter requires  formal investigation.  No report or record of mediation discussions will be kept and if the parties are not able to resolve the matter informally, the mediator will play no  part in the formal investigation.

The mediator does NOT decide on any complaint, nor do they have to decide who is “right” or which party they most agree with.  They do not take either side.  It is not the mediators job to find a mutually satisfactory solution, but  to assist the parties to do so themselves if they wish.

The mediator should seek to keep an open mind throughout.

Prior to Mediation , the mediator and all parties should have a copy of the initial statement of the issues.  Since the mediator is not deciding the issue, a response or rebuttal statement is not required at this stage and can make it more difficult to resolve the matter informally.

The mediator should speak to all parties and seek to bring them together and ensure that everyone has the opportunity and space to hear what the others understand took place.  These meetings to be conducted in a respectful and tolerant manner with all parties being able to speak without interruption. Where the complaint involves an element of bullying or intimidation, it is essential that the mediator ensures that no such behaviour is allowed to take place within the mediation process.  Where this is problematic the mediation process should be terminated immediately.

It can be helpful for the mediator to identify where everyone is agreed and  to summarise both versions where things are seen differently.

It is often useful if parties are able to express how the various events made them feel which may not have been apparent at the time.

Parties may also wish to state why they see some issues as significant and the other side after consideration, may wish to respond, but this should relate to their own view and not a challenge to the other perspective.

Throughout this process the mediator may need to prompt either party to ensure their point of view is fully explored, and occasionally curtail extended contributions or ask parties to think about what has been said before they respond.

SOME SUCCESSFUL OUTCOMES OF MEDIATION (in no particular order):
· Both parties could feel they have made their point and be content to take no further action.

· They may agree that there has been a misunderstanding.

· Having heard the others perspective they may agree to differ and be content without a formal investigation.

· Having heard each other, both parties may agree a way to resolve the issues between themselves.
Mediation should not be a protracted process and will normally not require more than one meeting.  Once the mediator is satisfied that everyone knows what the others are saying, and believes a formal investigation is required, they can terminate the mediation process, unless both parties believe that more time could enable a mutual solution to be found.
