Resolutions Support Officer Tasks: 

Briefing
You have 40 minutes to complete the tasks outlined below. Please save your completed tasks in this document and any supporting documents (word or excel) with your name and the task they relate to. These must emailed directly to susan.allen@scouts.org.uk 
Task A:
Complaints received are categorised into the headings below, complete the chart with the appropriate category based on the information in the first column. 

1. Adult Dispute
2. Appointments Process
3. Complaint Process
4. Disability Discrimination
5. Financial Issues
6. HQ Policies & Guidelines
7. HQ related issue
8. Inappropriate Behaviour Adult
9. Inappropriate Behaviour Young Person
10. Local Activities
11. Local Policies
12. Safeguarding Issues
13. Safeguarding Management
14. Scout Land/Property
15. Unknown
16. World Scout Jamboree

	Complaint Information
	Category

	Potential volunteer registered interest in joining Scouts, and it surfaced that the individual suffers from severe anxiety when it is noisy as well as being on the autistic spectrum. Commissioner explained; ‘Unfortunately the cub packs in the area meet in a small hall and therefore the noise would be an issue, they also do not have enough volunteers at this time to be able to welcome and assist a SEN adult.’
	1. Disability Discrimination


	Parental complaint that their child is being bullied by a Scout leader. Alleged bullying is happening at cricket, not Scouts
	1. Safeguarding Issues


	Path to Scout hut is very unsafe and the complainant would like it looked at by Group
	1. Scout Land/Property

	Complaint about comments a Commissioner is making about other leaders. Commissioner has, allegedly, threatened to call the police on the complainant because they wore a necker and wood beads earned as a leader before becoming a Trustee.
	1. Adult Dispute


	Complaint re cancellation of membership with no right to appeal and the matter being referred to the Disclosure and Barring Service (DBS). Complainant states it is having an adverse impact on their whole life.
	1. Appointments Process


	Unhappy with noise made by a Scout Group during a fireworks display. The Group’s HQ borders the complainants garden
	1. Local Activities


	Complaint about the Cub Leaders at a Group
	1. Unknown


	Carer sent letter to Chief Scout and the Palace re. their young person being attacked by a Young Leader whilst playing a wide game.
	1. Inappropriate Behaviour Young Person


	Complaint from a volunteer that their Group are not authorising expenses to be repaid to them for snacks they purchased with their own money. for everyone attending camp, 
	1. Financial Issues


	Complainant not happy with complaint investigation as they have not been receiving regular updates as per the complaints policy
	1. Complaint Process




Task B
You are asked to review some Resolutions data and provide some key overview information to the team. 
Review the data in the excel sheet and provide the key information asked for below along with a graph.
· Identify the total number of each: a) appeals b) complaints c) QAs.
· Identify the highest three categories of complaints and QA’s in this period
· Produce a graph showing the total number of complaints and appeals by Region.  

Task C
You receive the email below, list 3 key considerations that need to be taken into account when a response is sent.
Dear Scouts 
We are two sixteen year old explorers who used to go to Scouts. We were wondering what is your policy for Scouts who have additional needs such as ADHD and Autism. From what we have witnessed in our Scout group for one of our younger brothers, it does not seem very fair.
Thank you


Accept their Scouting beliefs that at Scouts, we are “Scouting for all”
Invite further feedback as to what they have witnessed and what appears to be unfair and maybe also why they are no longer Scouts themselves
Raise the issue locally to see if there are any other concerns and/or the other side of the story and whether another local Group may be more appropriate for their needs.

