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1.0  INTRODUCTION 

Information for people considering making a complaint about scouting will be taken 

seriously and dealt with appropriately. This document allows scouts to send their 

concerns and secret information that will go a long way to strengthen the association. 

This policy also describes how to make a complaint and how your complaint will be 

dealt with. It is a policy of the association to have a fair and open process for dealing 

with concerns and complaints raised by members and non-members that directly affect 

them or their children in scouting as well as the association.  

2.0  HOW TO COMPLAIN 

In the first instance, an informal approach where possible should be adopted to 

resolve complaints to see what outcomes will be attained. Such complaints should be 

dealt with quickly and informally. If the informal approach proves to be unsatisfactory, 

then one may wish to register a formal complaint.  

Formal complaints should be made by filling the whistle Blower/Complaint Form and 

sent to the Executive Commissioner. It is helpful when registering a formal complaint 

to provide concise details about the problem and the preferred outcome to rectify the 

issue.  

3.0  ACCEPTED COMPLAINTS 

Complaints about how one has been treated by Scouting or, in the case of a parent or 

carer of a young person, how that young person has been treated by Scouting. Other 

complaints that seek to mar the integrity of persons as well as the association are 

accepted. These are a few basic rules for the acceptance of complaints:  

 Complaints must be raised within three months of you knowing the facts (we do 

not deal with complaints that are older). 

 There should be no ambiguity in the complaints.  

 Complaints raised on behalf of other people are not accepted except for parents 

and carers of children in scouting. 

 Complaints that are broadly or substantively the same as previous complaints are 

not accepted. 



 Vexatious or malicious complaints will take time to be dealt with.  

4.0  WHO DEALS WITH THE COMPLAINTS?  

Complaints will be dealt with by the Executive Commissioner or any other person deem 

appropriate by the National Executive to investigate the complaint. If the complaint is 

about the Executive Commissioner then it will be dealt with by the National Executive 

Committee who will investigate into the complaint. Regional Commissioners, District 

Commissioners as well as other scout leaders may be mandated to investigate into 

some the complaints depending on its nature.   

5.0  THE DEALING PROCESS 

Complaint will be dealt fairly and objectively. Complaints will be handled in a positive 

and proactive manner to expect resolutions and outcomes to contribute to a process 

of continuous improvement.  

It is necessary to note that adults in scouting are volunteers and have other calls on 

their time. It may therefore take a little longer to sort out complaints, however one will 

be kept informed of the progress of the complaint(s) with an acknowledgement of a 

formal complaint within seven days and regular updates (typically at least every four 

weeks). The investigator(s) may need to speak to complainants and a number of other 

people to fully understand the complaint(s) and the circumstances surrounding it. The 

National Executive Committee will make a decision about the complaint(s) and will 

inform complainant whether his/her complaint(s) is upheld or not and the actions that 

will be taken as a result.  

6.0  NON SATISFIED OUTCOME OF COMPLAINT(S)  

If a complainant is not satisfied with the outcome of his/her complaint or the way in 

which it was handled, then he/she may appeal. The appeal should be within three 

months of being given the outcome of the complaint. The appeal should be formally 

lodged with the National Board. In the appeal, it should be clearly explained, the basis 

on which the appeal is being made and the preferred outcome to resolve the issue. 



The appeal will be considered in the process undertaken to handle the original 

complaint and the outcome of the original complaint. One will be kept informed of the 

progress of the appeal with an acknowledgement of the appeal within seven days and 

regular updates (typically at least every four weeks).  

The appeal will be investigated by the National Board. The National Board may appoint 

some personnel to investigate into the appeal. They may need to speak to the 

complainant and a number of other people to fully understand the appeal and the 

circumstances surrounding the investigation of the complaint. 

The National Board will take a decision about the appeal and will inform the 

complainant whether the appeal is upheld or not and the actions that will be taken as 

a result. If one is not satisfied with the outcome of the appeal, there will be no further 

escalation of the complaint and there will be no further action regarding the complaint 

or the appeal.  

7.0  PROTECTION OF THE WHISTLE BLOWER 

Anyone who reports of ill happenings shall NOT have their identity exposed under this 

policy. Protection shall be granted the person as much as possible. 

 


