COMPLAINTS  

Any complaints or concerns regarding Camp Columba as a whole or any of Camp Columba’s programmes are to be formalised in writing by completion of our complaints form. Complaints forms are to be formally followed up using the ‘Complaints Follow-up Form’ Below are the formalised review phases: 
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[image: ]Resolution is to be sought swiftly if there is a valid and justified complaint, verbal or otherwise (especially if pertaining to H&S). Initial response will come from the PIC. If resolution is not found the PIC will seek higher level support from Camp Management who will investigate and document the situation and take appropriate steps toward resolution (some complaints may flow into the following 5 Phase process). Same day resolution is our target for all H&S Complaints. 
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[image: ]A H&S Complaint will trigger a review of the SMS and relevant associated documentation. 
Phase 1: Camp Coordinator or Manager will acknowledge the complaint and potentially ask for further information to clarify where the problems may lie and what the desired outcome is for the complainant. This will happen within 1 week of receiving the complaint. 
Phase 2: Camp Coordinator or Manager will respond to the issue raised within a further 2 weeks to allow time for investigation if required. 



[image: ]Phase 3: If resolution is not found, the issue will be taken to Camp Columba’s governing body, the Board of Trustees, at the next monthly board meeting. The complainant will be notified by the Board once they have been made aware of the issue and may be asked for further information to continue the investigation. (Allow 1 month) 
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Phase 4: After this notification, the Board will respond to the issue raised within a further 4 weeks. 


Phase 5: If resolution is still not found the complainant may take the matter to the Ministry of Social Development or Social Sector Accreditation Team for further investigation (where the complaint pertains to the Social Sector Accreditation Standards). The complainant may also wish to make a confidential complaint to the Presbyterian Church and can do so by contacting them directly 0800 424 872. 

Last Review July 2026
image4.png
Management
Level





image5.png




image6.png
Governance
Level





image1.png




image2.png
INITIAL
COMPLAINT





image3.png




