Bankstown-Auburn Community Radio Inc

Policies and Procedures For Complaints From Members And Volunteers

Key Words:
· A Policy is a statement or instruction from BACR that sets out the way particular issues are to be dealt with or particular decisions are to be made.  A written Policy may also be defined as a documented definite course of action.

· A Procedure is a particular course of action or mode of action.

· A complaint from a member or volunteer could range from a spoken expression of grievance or resentment - to a spoken or written expression of displeasure or dissatisfaction with a specific action or service - to a written allegation of failure to comply with the BSA or Codes of Practice.  All complaints must be taken seriously.

· Complainant in this Policy and Procedure document refers to a complaint made by a BACR member/s or BACR volunteer/s.

· "In writing" means a complaint lodged by letter, fax or email identifying the complainant/s, stating the date of complaint and the issue/s being complained about.

Code Of Practice:

Code of Practice 1.6 requires community broadcasting licensees, including Bankstown-Auburn Community Radio Inc (BACR), to have a written Policy and Procedures in place to handle complaints from our members and volunteers.

Complaints from members and/or volunteers could be with –

· The provision and selection of BACR programming

· The operations of BACR Inc.

Policies and Procedures:

Policies:

1. Dealing with complaints from members and volunteers is the direct responsibility of the BACR Management Committee and shall be entered into with a spirit of seeking reconciliation between the complainant/s and BACR Inc (as represented by its elected officials, Complaint Resolution Nominee, other members, other volunteers and staff).  

2. BACR commits to PREVENTING, MANAGING and RESOLVING complaints from members and volunteers without duress or pressure being exerted on the complainant.  Retaliatory or vengeful actions must not be taken against complainants.

3. BACR acknowledges the right of members and volunteers to lodge complaints with the ACMA and/or BACR about the programming, the operations and other aspects of the community radio service.

4. This Policies and Procedures document outlining ways to handle complaints from members and volunteers shall be freely available to members and volunteers and be part of the BACR Policies and Procedures Manual.
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5. Should methods of preventing complaints be ineffective in certain situations, BACR acknowledges that there needs to be policies and procedures to deal with complaints that aim to "nip them in the bud" before they escalate. 

6. If a complaint from a member or volunteer cannot be quickly resolved, BACR acknowledges that there needs to be a policies and procedures at BACR to effectively deal with the complaint with a view to finding effective resolution.

Risk Factors:

This policy identifies some typical risk factors leading to complaints, as follows.

· Compliance with the Broadcasting Services Act (BSA).

· Compliance with the Codes of Conduct

· Persons engaged in BACR programming and operations with a high propensity and penchant for complaining

· Progress in fulfilling BACR's mission, vision, values and goals of the Business Plan 

· Health and Safety factors at the BACR Office or Studio

· Standard of Amenities

· Degree of involvement of members and volunteers in BACR community radio services

· Misunderstanding the role of community radio services

· Breakdowns in broadcast transmission (technical downtime)

· Not being kept informed of change at BACR

· Policy documents not freely available

· Internal conflicts

· Degree and quality of training of volunteers

· Members denied attendance of General Meetings of Members

· Members not supplied with BACR Financial Results

· Discrimination on the grounds of ethnicity, race, language, gender, sexuality, age, physical or mental ability, religion, cultural or political beliefs

· Broadcasting material that might incite violence or illicit drug use, or contain inappropriate language, advertising or political content

· Programs that do not serve the community interest or needs

· Programs that denigrate indigenous Peoples or ethnic CALD groups

· Overwork (too much to do)

Procedures:

Procedural Statement:

When written complaints are received by BACR from members and volunteers, they are to be discussed at Management Committee meetings.  The Secretary shall include in the Agenda for all Management Committee Meetings a specific Agenda Item to identify and discuss any complaints that might have been received from members or volunteers.  The Meeting shall allow sufficient time for the BACR Management Committee to properly examine matters covering potential and actual complaints from members and volunteers.

Actions:

1. In the first instance BACR Inc prefers any BACR member or BACR volunteer to contact any member of the BACR Management Committee to speak informally about their complaint issue/s. 
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2. An informal resolution of the complaint shall be attempted by any member of the Management Committee or a "Complaints Resolution Nominee" of the Management Committee using amicable and factual dialogue with the complainant/s.

3. A complainant has the right to initially lodge a complaint in writing to BACR Inc by giving or forwarding the written complaint to the BACR President or BACR Secretary.

4. Should informal attempts to resolve the complaint/s fail, the complainant may elect to lodge the complaint in writing with the President or Secretary of the BACR Management Committee for referral to the next available meeting of the Management Committee for discussion and attempted resolution.

5. Unless a specific complaint/s is lodged in writing with either the President or Secretary of BACR Inc, and the complaint is signed and dated by the complainant, the BACR Management Committee is not obliged to deal with the specific complaint. 

6. Although anonymous complaints will be discussed at Management Committee meetings, anonymous complaints may not be dealt with thoroughly by the Management Committee. 

7. Specific complaints from members and volunteers alleging breach of the Codes of Practice must be lodged in writing with the President or Secretary of the BACR Management Committee.

8. Complaints from members and volunteers relating to breaches of the Licence Conditions or Standards specified by the Broadcasting Services Act (BSA) may be lodged directly with the ACMA, although BACR would prefer these types of complaints be initially lodged in writing with either the President or Secretary so they may be investigated internally by the Management Committee in the first instance.

9. Following receipt of a formal complaint in writing (see "key words section"), within 7 days a Nominee of the Management Committee shall contact the complainant/s in an amicable way to clarify any aspects of the complaint not noted in the written complaint.  At that time the Nominee shall describe and explain the relevant BACR Policy/s and Procedures applicable to the subject matter of the complaint and inform the complainant that their complaint is being investigated by the BACR Management Committee.

10. Complaints referred to the Management Committee must be initially dealt with within 14 days by the Management Committee to minimize escalation of the issue/s.

11. Ample time shall be made available at Management Committee meetings to deal with any complaints to ensure fairness and justice is seen to be done.

12.  The complainant/s shall be invited to attend the Management Committee meeting (the "Complaint Meeting") to further outline to the entire Management Committee the reasons for their complaint and may do so by providing additional written materials if they wish.

13. After giving 3 days notice to the President and Secretary of the Management Committee, a complainant may bring one (1) person to the Complaint Meeting to assist them present their point of view.

14. At no cost to the Complainant/s, a FACILITATOR can be called in by the Management Committee to work with the parties to help resolve the subject matter of the complaint – the role of the facilitator is to act as a neutral third party, clarifying issues, keeping the discussion on course, ensuring everyone has had a proper chance to make their point/s but the mediator does not make the ultimate decision to resolve the complaint.

15. If the complaint is very serious, a Complaints Sub-Committee shall be formed to deal with the matter and within 14 days of this Sub-Committee meeting it shall refer its findings to the Management Committee for final decision/s
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16. Resolution of complaints shall be approached by the Management Committee with a spirit of reconciliation by trying to find common ground and areas where agreement or compromise can be reached.

17. Final decisions on resolving the complaint shall be made by the Management Committee keeping in mind the principle of natural justice and the best situation for BACR as a whole. When considered necessary by the Management Committee, the Management Committee shall seek legal advice from an accredited Solicitor.

18. Unless the disputing parties agree to a longer timeframe, as evidenced in writing, within one month of the initial "Complaints Meeting", the Management Committee shall form a binding decision/s on the parties involved in the complaint process.

19. At the conclusion of this internal dialogue process, the decision/s of the Management Committee shall be final and binding on all parties in the resolution process.

20. Within an additional 2 weeks of the Management Committee decision, the complainant/s will be informed in writing by the BACR Secretary of the decision/s reached.

21. In normal circumstances, the parties involved in the complaint shall learn of the "complaint/s resolution decision/s" of the Management Committee within 2 months of  the matter first being referred in writing to the Management Committee. 

22. The Secretary shall keep a written record of the compliant/s, the people involved, processes used, decision/s reached and other details for 2 years from the date of the complaint and may delegate this retention requirement to the Station Manager.  The proforma supplied by the CBAA as Appendix 8 with the Codes of Practice (as attached) will be used by BACR to document the complaint.

23. At the next BACR Management Committee meeting, the Management Committee shall review the Practices, Policies and Procedures applicable to the nature of the complaint with a view to amending practices, policies and procedures if considered necessary. 

APPROVED BY THE BACR MANAGEMENT COMMITTEE 2010

