COMPLAINTS  

Complaints and Concerns Procedure 
The raising of concerns is an important part of Columba’s commitment to continual improvement. Any person who raises a concern in good faith will be treated in accordance with our Code of Ethics, with their dignity respected, their concerns taken seriously, and their credibility not unfairly undermined. 

Raising a Concern or Complaint 
Concerns should be raised as soon as practicable with the Person in Charge (PIC), Camp Coordinator or Camp Manager and may initially be made verbally or in writing. We will seek to resolve straightforward concerns promptly and informally where appropriate. Where a concern cannot be readily resolved, or the person wishes to make a formal complaint, it will be recorded using Columba’s Complaints Form and managed through the following process. 

Management and Resolution 
The Camp Manager is responsible for overseeing formal complaints and ensuring they are appropriately recorded, investigated and followed up using the Complaints Follow-up Form. 


· Initial response: We will acknowledge a formal complaint within 5 working days, clarify the concerns and desired outcome where necessary, and explain the process that will be followed. 

· Investigation and response: We will aim to investigate and provide an outcome within a further 10 working days. If additional time is required, the complainant will be advised of the reason and expected timeframe. 

· Safety and support: The safety and wellbeing of everyone involved will be considered throughout the process. The complainant will be asked about any reasonable arrangements that would help them feel safe and supported and may involve whānau, a support person or an independent advocate at any stage. 

· Conflicts of interest: Anyone directly involved in the complaint, or with an actual or perceived conflict of interest, will not investigate or determine its outcome. The matter will be referred to another appropriate person, the Camp Manager or Board Chair as required. 

Health and safety concerns requiring immediate action will be addressed as soon as practicable, with same-day action our target. Where appropriate, a health and safety complaint will trigger review of the relevant Safety Management System documentation. Child protection or safeguarding concerns will be managed in accordance with Columba’s Child Protection & Safeguarding Policy. 



Review and External Escalation 
If the complainant is not satisfied with the management response, they may request that the complaint be reviewed by the Board Chair or Board of Trustees. The Board will acknowledge the matter and advise the complainant of the review process and expected timeframe. 

If the complainant remains dissatisfied, or wishes to seek independent review, they may contact: 

Te Kāhui Kāhu – Social Services Accreditation 
Ministry of Social Development 
Phone: 0800 559 009 
Website: www.tekahuikahu.govt.nz 

Presbyterian Church of Aotearoa New Zealand – Complaints 
Phone: 0800 424 872 

Where services are funded by another agency, the complainant may also contact the relevant funding agency directly. Current funding-agency contact details will be provided on request. 

All complaints, actions taken and outcomes will be appropriately documented and securely retained. Information will be shared only with those who need it to respond to the complaint, ensure safety, or meet Columba’s legal, regulatory or funding obligations. 

