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An introduction to: 

Council for Voluntary Service 

 

Council for Voluntary Service (CVS) are umbrella organisations. They 
represent the interests of all voluntary and community groups in 
their areas. 
 
They are the link between the statutory and voluntary sectors, 
helping to identify unmet need and initiate action to address it. 
 
CVS defend and promote the interests of voluntary groups, and other 
information and advice on issues such as funding, training staff, 
volunteers, law, charitable status, publicity etc. 
 
They encourage the ethic of voluntary contribution and actively 
promote good practice in all aspects of volunteering. 
 

 
Who are BBWCVS? 

The next page gives an introduction to us. 
 
 
 
 
 
 
 
 
 
 
 
 
 



BBWCVS 
 

Basildon, Billericay and Wickford Council for Voluntary Service (BBWCVS) is an umbrella 
organisation that provides advice, information and development support services to 
voluntary and community organisations based in the Basildon District. It is an 
unincorporated registered charity operational since 1989 and is currently based in the 
Basildon Centre, St Martin’s Square, Basildon, Essex. The organisation is affiliated to the 
National Association of Councils for Voluntary Service (NACVS) and undertakes 5 core 
functions: 
 
Development: Identifying local need, working with others to develop appropriate action 
and working strategically to benefit the local voluntary & community sector. 
 
Liaison: Helping to maintain links with a wide range of voluntary and community 
organisations and promoting cross sector relationships. 
 
Representation: Enabling the local voluntary and community sectors to present it’s views to 
statutory and public sector bodies through consultation, networking, forums, seminars and 
workshops etc... 
 
Services: Funding information and advice, training, legal, financial, management and 
constitutional advice and information, meeting space, newsletters and mailing. 
 
Strategic Partnership: Working with the Local Strategic Partnership, helping to develop the 
voluntary sector compact, participating in neighbourhood regeneration and working with 
other statutory bodies at a strategic level. 
 
BBWCVS also hosts the Volunteer Centre that provides a volunteer recruitment, placement 
and support service to residents of Basildon District as well as voluntary and community 
organisations seeking volunteers. 
 
 
Vision, Mission & Values 
 
BBWCVS’ vision is of a fair, vibrant and open society that encourages and is supported by 
voluntary and community action. 
 
BBWCVS’ mission is to promote, develop, facilitate and empower a thriving, effective, 
successful, sustainable and influential voluntary and community sector in Basildon, 
Billericay & Wickford. 
 
BBWCVS work is guided by values that promote equality of opportunity and access, 
participation, co-operation, partnership and democratic involvement. We promote local 
voluntary and community action in order to combat poverty and disadvantage, and 
improve the quality of life for groups, communities and individuals. 
 



Services Offered by BBWCVS 
 

 Help with organisational development for example constitutions, applying for charity 
registration and policies and procedures. 

 

 Help with funding including funding applications and Funder Finder searches. 
 

 Advice on quality assurance especially PQASSO. 
 

 Provide low cost photocopying and bulk stationary purchases. 
 

 Provide and facilitate training. 
 

 Help with resources for example loan equipment and provide a meeting room. 
 

 Source volunteers. 
 

 Quarterly Newsletter with Interim Mailings in between. 
 

 Provide networking opportunities for example the Forums. 
 

 Bring together the local voluntary and community sector organisations and statutory 
bodies to address matters of common concern. 
 

 Community Accountancy Project which includes payroll services and end of year 
exams. 
 

Become a member of BBWCVS 
 
And the above services are them provided free or for a reduced cost depending on the 
service. 
 
MEMBERSHIP FOR THE FIRST YEAR IS FREE 
 
Costs of membership after this period vary depending on income; please see the enclosed 
membership pack. 
 
A MEMBERSHIP FORM IS ENCLOSED IN THIS PACK 
 
 
 
 
 



So you are starting a voluntary group...... 
 
No matter how many people whether 3 or 12 people you have to begin with, you need to 
organise yourselves into a properly managed body.  
This means forming a COMMITTEE. 
 
If you have a large number of people involved at the beginning it will be necessary to have 
nominations for the Committee membership and hold a vote. 
 
It is usual to have the following officers on the Committee: 
 

Chair; Vice-Chair; Secretary; Treasurer 
 
You can decide how many other committee members you want on your Committee. You 
can even decide to have specific roles e.g. Publicity Officer, Social Events Co-ordinator etc. 
 
Do set a limit on numbers. Large committees can mean meetings get out of hand and take 
hours to get through! 8 to 12 is a comfortable number to have on a committee. Through 
many small groups, especially those just getting started, happily exist with less. You can 
always grow later as you get more established. 
 
If you have initial problems with setting up your committee, many groups often lack a 
Treasurer as it does require some particular knowledge and organisation, try your local 
Volunteer Centre. This is a BBWCVS service; we try to help you ‘recruit’ the right volunteer. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



But what will being on a committee involve....? 
 
Management committee member have full responsibility for meeting an organisation’s legal 
duties and ensuring it is properly managed. For promoting good practice in all its activities 
as well as taking day to day decisions and getting things auctioned. They need to have 
commitment to the group which may involve some of their own time and be able to attend 
committee meetings. 
 

 
How often must we hold meetings...? 
 
This is for you to decide as a committee. Depending on your organisation and it’s activities 
you may decide to meet once a month or six times a year. There must also be an Annual 
General Meeting (AGM) to update all your members and to elect or re-elect the committee. 
An annual report and annual accounts need to be prepared for this meeting. It is also 
important that all meetings are minuted and kept in a minute book for reference. Minutes 
recorded using the computer should also be printed so there is a written copy should the 
computer ever have problems. 
 

 
It all sounds so formal.... 
 
It doesn’t have to be hard but good organisation from the start will make running the group 
much easier in the long run and help a great deal with funding application. 



 

THE ROLE OF THE 

MANAGEMENT COMMITTEE 
 

The following are the main responsibilities of a committee. 
 

 Giving direction to the organisation – Identifying and reviewing the direction of the 
organisation, making overall plans and monitoring progress. 

 

 Managing People -  To make sure that volunteers and staff, if any, have the necessary 
support and encouragement to perform their roles well and efficiently. 

 

 Accountability – To be accountable for the activities of the organisations to any individual, 
group or organisation that have a interest. 

 

 Legal Duty – To ensure the organisation keeps to the rules of its constitution and any other 
legal requirements. 

 

 Financial and Resource Management -  To ensure the money and property are used entirely 
to work towards the aims and objectives of the organisation and are manages as efficiently 
as possible. 

 
 

What should be expected of Management Committee 
Members? 
 

 To attend meetings regularly and to read any documents 

 To send apologies when unable to attend 

 To take part in other tasks from time to time such as helping with events and 
fundraising. 

 To listen to, respect and give equal weight to the opinions of the fellow 
committee members, volunteers, staff and service users. 

 To keep informed about the activities of the organisation. 

 To work with other members of the committee to form an effective 
governing body. 

 To ensure the organisation is managed well. 



 

ROLE OF THE 

CHAIRPERSON 
 

The following tasks, skills and knowledge are key to this role. 
 
Key Responsibilities 

 To chair and conduct the agenda of the meetings 

 To act as public face of the organisation 

 To make the final decision on behalf of the committee when there is no time to 
call a meeting (Chair’s Action) 

 To have regular contact with the senior member of staff, where there are 
employed staff 

 Ensures fair play 

 Ensure decisions are taking and agreed including voting 

 Ensure the action agreed has been allocated to a person 

 Has knowledge of the rules (constitution) and ensures meeting has been carried 
out in accordance with the rules 

 
Skills and Knowledge  
 

 To have detailed knowledge of the work of the group 

 To have good communication skills 

 To have knowledge of the role of the voluntary sector in providing local services 

 To be able to relate to people at all levels in the organisation including the 
service users 

 
 
 
 
 
 
A good chairperson gives everyone a chance to speak.  



 

ROLE OF THE  

VICE CHAIR 
 

The following tasks, skills and knowledge are key to this role. 
 
Key Responsibilities 

 To complement the role of the Chairperson and deputise at committee meetings 
and events. 

 
Skills and Knowledge 
 

 To have a similar range as a chair. 
 
 
 
 

 
 

ROLE OF THE 

SECRETARY 
 
The following tasks, skills and knowledge are key to this role. 
 
Key Responsibilities 

 To deal with correspondence to the Management Committee 

 To check the management meetings have enough attendees to make decisions 
valid 

 To ensure accurate records of the meetings are kept 

 To ensure the agenda is prepared and sent before each meeting 

 To ensure at least two weeks notice is given of the Annual General Meeting 
(AGM) 

 To ensure the audited accounts are sent to the relevant bodies on an annual 
basis 

 Arrange meeting room, organise room and refreshments are clear up 
afterwards. 

 
Skills and Knowledge 

 To have good organisational skills 

 To have some compute or typing experience (Although not essential) 



 

ROLE OF THE 

TREASURER 
 

The following tasks, skills and knowledge are key to this role 
 
Key Responsibilities 
 

 To be responsible for the financial management of the organisation 

 To ensure the finances are conducted within legal requirements and good 
practice 

 To ensure financial viability and development of the organisation 

 To ensure the Management Committee are kept informed of the financial 
situation via financial reporting 

 Budget planning, book keeping, banking and record keeping 
 
Skills and Knowledge 
 

 To have basic  understanding of financial management 

 To have some fundraising experience if possible 
 
 
In a small group, the Treasurer may deal with all aspects of financial management including 

keeping records 
In organisations with paid staff, the day to day management of the finance worker or 

another member of staff, who would report to and be supported by the Treasurer. 
 
 
 
 
 
 

More detailed information on budgets can be found on page 



 

SAMPLLE NOMINATION FOR, 
FOR 

EXECUTIVE COMMITTEE 
 

The following positions are to be elected: 
_________________________________ 
_________________________________ 
_________________________________ 
_________________________________ 
 
 
To be elected at the inaugural meeting/AGM (delete as appropriate) 
 
On: ____________________________________________________________________ 
At: _____________________________________________________________________ 
I:    _______________________________________ agree for name to be put forward for 
the position of ____________________________________________________________ 
 
Or 
 
I would to nominate ________________________________________________________ 
For the position of   _________________________________________________________ 
Nominated by           _________________________________________________________ 
Seconded by            __________________________________________________________ 
The nomination form is to be returned to ________________________________________  
__________________________________________________________________________ 
By noon on _________________________________________________________________ 
The nominee should be present at the meeting. 



 

How to run an AGM 
 
Preparing for an AGM can seem difficult. Here are a few pointers to help you on your way. 
 
Why and When 
 
Every organisation must hold an Annual General Meeting (AGM) at least once per year. The 
purpose of the AGM is to review the past year’s activities, consider the financial situation, 
elect new officers to serve for the following year and make any necessary changes to the 
constitution; following the procedure to do this stated in the constitution and involving the 
Charity Commission where appropriate. The AGM is an important meeting so up start to 
prepare for it at least 6 to 8 weeks before. Once you have decided on a date for your AGM 
you should keep it to as closely as possible each year. 
 
Preparation 
 
The Secretary of the Committee 6 to 8 weeks before the AGM should start to remind 
members that nominations are now due for the next year’s officers and committee 
members. It is useful to send out forms at this stage, a sample form can be found on Page 
12. Allowing candidates to stand for more than one position on a committee is a good way 
of ensuring potentially good committee members are not lost just because they were not 
elected to a certain position. 
 
Members should be reminded of the following 
 

 Any member who wants to raise a matter at the AGM that is not included in the 
stated business of the meeting must tell the committee in writing. 

 

 Any proposed change to the constitution must be given in writing proposed and 
seconded by another member of the committee. 
 

 Any committee member who does not wish to stand for re-election should tell 
the Secretary in writing. 

 

 Anyone who wants to resign must tell the Secretary in writing before the AGM. 



 

Notices 
 
All members are entitled to attend the AGM, to vote and inspect the annual accounts. 
They should be sent notice of the meeting and an agenda at least 14-21 days before the 
meeting, your constitution should state the length of notice that has to be given. 
 

The notice should contain the following information 
 

 The date where and at what time the AGM is to be held 

 The names of the candidates nominated for election 
 

The Agenda 
 
The time honoured system for an AGM is as follows 
 

 Opening remarks and apologies for absence 

 Minutes of the last AGM and matters arising 

 Chair’s Report 

 Secretary’s Report 

 Treasurers Report and presentation of Annual Accounts 

 Electing the officers and the committee for the coming year 

 Considering any amendments to the constitution 

 Any other business 
 
Minutes 
 
If the Secretary has already given copies of the minutes to members at the meeting the 
Chair may ask the meeting if these minutes can be taken as a true record. If not the minutes 
will need to be read to the members. Members can debate the accuracy of the minutes but 
decisions cannot be changed or cancelled at this point. 
 
A final motion should be put to the meeting for the members to accept the minutes. Only 
members who were at the previous meeting can vote. 
 
Matters Arising 
 
This is a report of any action taken following a decision at the last AGM, plus any discussion 
that is needed. No one can use the chance to challenge or change an earlier decision. This 
can only be done as a separate item of business and members should be informed of this in 
the normal way. 



 

Motions, Amendments and Resolutions 
 
Any items for consideration should start with a motion. This means it the item to be 
considered should be stated in clear terms and should relate to an item on the business 
agenda. The constitution should say how items (motions) are to be raised. 
 
Items that require amendments are dealt with in the same way. 
 
A resolution, the final outcome or decision, is recorded in the minutes of the meeting. 
 
Voting  
 
Sooner or later every motion or amendment will need to be voted on. The constitution 
should clearly state how this is to be carried out taking into account the following: 

 What majority is needed to carry a decision 

 Who can vote 

 How members will vote for example a show of hands, secret ballot 
 
Electing Officers and a Committee 
 
For most organisation a show of hands is the quickest and easiest way of electing officers.  
The person in charge of the voting reads out the names of the candidates for each office 
beginning with the Chair. After a show of hands the votes are carefully counted and the 
results noted in the minutes. This should be carried out for each position even if the person 
is standing for re-election or there is only one candidate to show that members approve the 
candidate. 
 
The new committee to do not take office until the end of the AGM. 
 
Other Business 
 
The AGM should give members of the organisation change to air their views and to suggest 
future activities if they want to. It also gives the committee the chance to tell other 
members of the organisation about the group’s activities and affairs. 



 

O.K. So what next......? 
 
So now you are organised you need to consider a Constitution - a set of rules that becomes 
your Governing Document covering the following main points: 
 

 Your groups name 

 Your groups objectives 

 Powers the committee may exercise 

 Membership criteria 

 Executive Committee set up 

 Meetings procedures 

 Property 

 AGM & special meetings criteria 

 Alterations to the constitution 

 Dissolution 
 
Help!!!!!!!!  
 
Don’t panic! You can use a ‘Model Constitution’ – many different organisations have them 
available, some at a small cost. 
 
However, the one from the Charity Commission is free – you simply ‘fill in the gaps’ such as 
your objectives and your committee numbers etc. And you can adapt the clauses to your 
organisation if necessary. 
 
And BBWCVS is here to help you every step of the way. 
 
The Charity Commission details are 
 
http://www.charity-commission.gov.uk/ 
 
Harmsworth House 
13 – 15 Bouverie Street 
London 
EC4Y 8DP 
 
0845 3000 218 
 
Model constitution website link is 
http://charity-commission.gov.uk/registration/mgds.asp  

http://www.charity-commission.gov.uk/
http://charity-commission.gov.uk/registration/mgds.asp


Income Categories 

 Grants (from funders) 

 Donations 

 Fundraising Events (A Fun   

Day 

 Membership fees 

Expenditure Categories 

 Wages 

 Employer National Insurance 

 Contributions 

 Employer Pension Costs 

 Payroll Service 

 Recruitment 

 Volunteer Expenses 

 Rent/Room Hire 

 Utilities – gas, electricity 

 Insurance 

 Telephone 

 Postage 

 Printing and Stationery 

 Publication subscriptions 

 Publicity 

 Equipment – repairs, renewals 

 Training 

 Financial End of Year Exam Fees 

 Legal Fees 

 

What is a Budget......? 
 
Each year your group needs to draw up a budget. A budget is a realistic financial plan. It sets 
out the expected income and estimated expenditure, usually over a one year periods. A 
budget forecast is an important part of the process. It basically refers to the expected 
expenditure based on the best information to hand. 
 
This is then used when applying for funds and becomes your actual budget once the funds 
have been secured. 
 
Budget Expenditure Headings 
 
One of the biggest problems staff, volunteers and trustees have when calculating a budget is 
deciding on the income and expenditure categories. Below are the categories most often 
used for budget forecasting. 

 
 
 
 
 
 
 
 
 
 

These categories do not cover all the possible 
options but are a good starting point. 
 
Some of them will not relate to your project or 
organisation. Also you may have items that are 
specific to your project and would need to add 
these to your budget headings. However they are a 
good starting point if you are struggling with a 
blank sheet of paper. 
 
For information or help and support contact Dennis 
on 01268 288870 or email cap@bbwcvs.org.uk 

mailto:cap@bbwcvs.org.uk


 

So when we get some money how do we look after it? 

You need to open a bank accont or building society account in your group’s name. Many are 

very helpful towards voluntary groups e.g. CAF bank, Barclays and Natwest. 

There needs to be at least two signatories for each cheque from a minimum of three 

designated signatories, members of your committee including the Treasurer are ideal. 

Avoid relatives being co-signatories if possible, it doesn’t look good to prospective funders! 

You can also set a limit under which committee approval is not required e.g. £200. Anything 

over this needs committee approval. 

This means day to day business can still be dealt with unhindered by the committee process, 

but ensures security for large sums being paid out. 

Keep receipts for everything, you Treasurer needs them to balance sheets. Make sure 

people sign for payments and re-imbursements. Simple petty cash slip accounting makes life 

so much easier to keep the books balanced and up to date. 



 

So how do we go about getting some funding.....? 

Believe it or not there are people out there willing to give voluntary groups money. What 

needs to be remembered is that there are often certain times scales for funding e.g. twice 

yearly awards, apply by June, not awarded money until September. This needs to be taken 

into account; money does not grow on trees unfortunately. 

Patience and time are needed when applying for funds. 

For more detailed information in funding refer to our information pack on the subject 

entitled “Successful Fundraising” 

Funder Finder 

This is a peice of computer software available at BBWCVS that helps groups to identify trust 

and funding organisations that will fund their particular area of work. The package allows 

you to input information about your funding requirements in order to find the most suitable 

trusts to approach. 

More potential information on the trusts can be found using the reference books in the 

BBWCVS library, including how to contact the potential funders. 

An appointment is necessary and you should allow between 1 and 2 hours for this session. 

You can come to the office or we will come to you. 

Please contact Sharon Tillbrook – Funding and Development Officer by phone on 01268 

294011 or by email at sharont@bbwcvs.org.uk  

 

BBWCVS members receive regular information on funding opportunities through the 

newsletter and interim mailings.  

mailto:sharont@bbwcvs.org.uk


 

Other considerations 

BUSINESS PLANS 

A business plan is a good tool to have for serious funding Requests and the Charity 

Commission as part of your application to register as a charity. This does not have to be 

anything too complicated unless you want it to be! Contact BBWCVS for help and advice. 

 

INSURANCE  

Basic insurance is a must these days – you may only need public liability (Yes, a good idea 

even for an OAP club and outings) but if you have equipment and premises there must be 

adequate cover and think about security too. BBWCVS have details of special insurers who 

are most competitive for voluntary groups. 

 

EQUAL OPPORTUNITIES 

Your organisation should have an equal opportunities policy as this is standard and, of 

course, good practice. Some funders even ask for evidence of one. You will find a simple 

example which you can use or adapt on page 25. 

 

GRIEVANCE PROEDURE 

Another good practice to have whether you have paid staff or volunteers, it simply ensures 

that everyone knows what to do if they have problems and that there is a standard 

procedure to follow. Again examples are on pages 26 and 27 and one for service users and 

one for staff and/or volunteers. 

 

TRAINING 

As a newly formed group you are advised to take up any training that is on offer to the 

Voluntary Sector. There are a lot of training courses aimed at the Sector but they can be 

very costly. BBWCVS and its neighbouring CVS’s run regular training sessions that are very 

economical. Members of the BBWCVS receive details of all these. 



 

So must we apply for charity status...? 

You don’t have to – many voluntary groups run successfully without it and would not need 

it. You need to consider if the following list of advantages of being a charity applies to your 

group: 

 Can obtain relief from income tax, corporation (in the case of some types of income) 

and capital gains tax. 

 Can obtain relief from inheritance tax and stamp duty. 

 Pay no more than 20% of normal business rates on their premises. 

 Receive some beneficial VAT treatments, both in the supplies which they and in the 

supplies they receive. 

 Are often able to raise funds from the public, grant-making trusts and local 

government more easily than non-charitable bodies. 

 Can seek advice and receive information from that Charity Commission. 

If you wish to all for Charity Status you will need to telephone the Charity Commission and 

request an application pack. 

Don’t let the size of the pack that arrives put you off! It contains lots of information booklets 

to help you. The application form itself is far more straightforward than it initially appears – 

BBWCVS can help you fill in the relevant information if you so wish. 

The other part to consider is that the Charity Commission will require trustees for your 

Charity. This is often a worry to groups but really does not need to be – however, you need 

to realise that your committee members become your trustees. Trustees have the 

responsibility to see that that Charity is run legally and a booklet comes in the pack. 

Your group will needs to have had £1000 go through its accounts in a year to be able to 

apply for charitable status. 



 

QUALITY ASSURANCE  

 

It is worth nothing that voluntary organisations are expected to be accountable for not only 

the funding they acquire but the services they provide and the way they are managed 

More and more funders are demanding evidence that an organisation has or is working 

towards some sort of Quality Assurance (QA) system. 

As a new group this is worth considering early on in your development because it is an 

excellent tool with which to ensure that you are functioning as a voluntary organisation in 

the most professional way with best practice in all areas. 

It can help you put all the correct policies and procedures in place as you go, ensuring 

continuous improvement. Much of it is achieved by self-assessment which you have to do as 

a developing organisation anyway! 

There are many QA systems available to choose from – you may have heard of some of 

them: 

 Investors in People 

 ISO 9000 

 Charter Mark and so on... 

These is also a system developed by the voluntary sector specifically for the voluntary sector 

called PQASSO (practical quality assurance system for small organisations) and this could be 

an excellent tool to begin with. 

For more help on PAQSSO please speak to Pam McCarthy – Training and Capacity Building 

Officer on 01268 288870 or by email at pam@bbwcvs.org.uk  

mailto:pam@bbwcvs.org.uk


 

Other Resources 

As well as the service listed on page 5 of this pack, BBWCVS can offer the following: 

Resource Library 

The CVS has over 200 books that you can use as a resource to help your organisation. Just 

pop in to the CVS offices to see what is available. The books include: 

 Voluntary Not Amateur 

 Starting and Running a Voluntary Group 

 Setting up for Self help 

 Accounting for the Smaller Charity 

 Working With Volunteers 

 Training and How to Enjoy It 

 Writing Better Fundraising Applications 

 The Directory of Grantmaking Trust Vols 1 & 2 

 Raising Money for Good Causes 

 Etc 

BBWCVS has a computer with internet access which can be used by voluntary and 

community groups. 

It includes, Word, Excel, and PowerPoint. To make an appointment call Admin on 01268 

288870 or email at admin@bbwcvs.org.uk 

Website 

BBWCVS has a website at www.bbwcvs.org.uk, which includes an Internet Directory with 

information on local and voluntary groups. The website also has Information relevant to the 

voluntary and community sector in Basildon and links to other useful information. 

mailto:admin@bbwcvs.org.uk
http://www.bbwcvs.org.uk/


 

STATEMENT OF INTENT REGARDING EQUAL 

OPPORTUNITIES 

This organisation recognises that everyone has a contribution to make to our society and a 

right to equal treatment. We aim to ensure that no job applicant, staff member, volunteer 

or organisation/individual to whom we provide services will be discriminated against by us 

on the grounds of: 

 Race, colour, nationality, ethic or national origin 

 Sex, marital status and caring responsibilities 

 Sexually 

 Age 

 Physical or mental disability or mental health 

 Political belief, religion 

 Class 

 Employment status 

 Unrelated criminal conviction 

We aim to ensure that volunteers working with individuals and in Organisations which this 

organisation works with are not discriminated against and, where this occurs, our staff 

commit themselves to taking positive action against discrimation. 



 

SAMPLE SERVICE GRIEVANCE PROCEDURE 

The _______________ Organisation aims to provide its members and to other organisations 

and individuals who may from time to time request it, the best possible service. The 

................ Organisation recognises that from time to time there may be occasions when 

users of such services feel that the quality or level of service has been less than they could 

reasonably expect. In such circumstances:- 

 The (director/manager etc) shall acknowledge in writing, the receipt of and 

complaint (normally within seven days). The Executive Committee shall be regularly 

informed of the number and nature or any complaints.  

 The (director/Manager) shall undertake to investigate the circumstances leading to 

the complaint. 

 The (director/Manager) shall communicate the results of the Inquiry to the 

complaint within a reasonable time (normally 21 days). The complaints shall have 

the right, if dissatisfied with the results of this inquiry, to put his/her case personally 

to the Executive Comittee. 

 Whwere appropriate, the                    organisation shall make a written apology 

(signed by the chair of the Executive Committee) to the complainant. 

 

 

The complaint and action taken shall be recorded for the                  organisations 

files. 

 

 

 

 

 

 

 

 

 

 



 

SAMPLE 

STAFF/VOLUNTEER GRIEVANCE PROCEDURE 

If an employee/volunteer has a complaint against a colleague or against management they 

should: 

 Raise the matter with their line manager, or if the grievance is with the line manager, 

with that person’s manager. 

 If the matter is not resolved within 5 working days it goes to the head of the 

organisation. 

 If not resolved within the next 5 working days it goes to the honory officers or 

staffing committee. 

 If not resolved within the next 5 working days it goes to the management 

committee, who should call a special meeting if necessary within the next 10 days. 

 If no satisfactory conclusion is reached by this stage, the employee is entitled to 

approach ACAS, a union or law centre for advice. 

N.B. Not all these stages may be relevant to a small organisation. You can also state whose 

decision will be final e.g. Executive Committee.If your organisation grows from humble 

beginnings and employs staff you will need to have this type of procedure in place as well as 

DISCIPLINARY procedures etc. 

When you get to this stage of employed staff BBWCVS can give you guidance and advice on 

all the procedures it will entail-the library also has books on all these matters which you can 

use for resource and reference purposes. 

With regard to best practice with volunteers, please contact Faye Kaydesh at BBWCVS 

volunteer centres by phone on 01268 282604 or by email at faye@bbwcvs.org.uk. 

 


