[image: HomeStart_Logo_Black_CMYK]Problem Solving & Disputes Resolution Procedure
Introduction
It is expected that any matter of concern can be identified and discussed informally at an early opportunity enabling matters to be resolved without difficulty.  Any matter that cannot be resolved informally at this stage should be addressed through the Home-Start Problem Solving and Dispute Resolution Procedure. (PSDR Procedure).
PSDR Procedure
This procedure has been developed for use where schemes have a concern or problem with Home-Start UK action or practice, or with the action or practice of other schemes or where Home-Start UK has concerns about the actions or practice of a scheme.  There is a fast track procedure which may be used if there are reasonable grounds to believe a scheme is in serious breach of its legal obligations or obligations as set out in the Home-Start Agreement. 

		  Problem from Scheme to HSUK
	Problem from HSUK to a Scheme

	Problem from One Scheme to another Scheme

	Chairperson presents problem to complaints@home-start.org.uk
(monitored by Head of Quality & Practice)
	HSUK CEO presents problem in writing Chairperson
	The Chairperson presents problem in writing to another Chairperson of a local Home-Start

	
CANNOT BE RESOLVED? 
Go to Stage 1
	
CANNOT BE RESOLVED? 
If the two schemes cannot resolve the problem, then the Head of Quality & Practice at Home-Start UK can be presented with the problem and asked to assist in its resolution.

CANNOT BE RESOLVED?
Go to Stage 1



	Stage 1
	Stage 1
	Stage 1


	Chairperson contacts the Senior Leadership Team at Home-Start UK, in writing outlining the complaint.

	HSUK Senior Leadership Team contacts the Chairperson, in writing outlining the complaint
	The local Home-Start(s) contacts 
CEO@home-start.org.uk
Outlining the reason for the complaint.

	HSUK replies in writing within 10 working days
	The local Home-Start replies within 10 working days in writing
	HSUK replies in writing within 10 working days

	Any meetings should be recorded and agreed in writing

	Any meetings should be recorded and agreed in writing

	If there is sufficient concern about the complaint the Head of Quality & Practice will take the matter to the Senior Leadership Team (excluding the CEO) 
If action is to be taken the Senior Leadership Team will contact the local Home-Start within 10 working days

	
	HSUK Senior leadership Team will consider an interim QA spot check/review
	

	
CANNOT BE RESOLVED Go to Stage 2


	Stage 2 – Appeal

	Stage 2 - Appeal
	Stage 2 - Appeal

	The CEO together with the appropriate National Committee (other than the country where the complaint is based) will appoint a panel of at least 3 representatives (two trustees and the CEO) to hear the appeal and decide the outcome.

	Appeal Procedure
· The panel should normally meet within 20 working days and announce the decision, in writing, within 7 days of the meeting.
· The panel should receive all documentation relating to the problem 10 working days prior to the meeting.
· A trustee from the scheme and a trustee or senior staff member from Home-Start UK (or in the case of a problem between 2 schemes, a trustee from the local Home-Start) can appear in person to present the problem, they may be accompanied by a support person.
· Any costs should be met by each party involved


	Outcome of Appeal 
· There is an expectation that the decision will be respected and the parties will abide by the result and rectify any poor performance or malpractice within a specific timescale. 
· Support may be offered by Home-Start UK
· In the event of a local Home-Start choosing not to abide by the findings of the Appeal Panel or take action within the stipulated timescales, Home-Start UK will pursue its remedies in line with the Home-Start Agreement which includes the right to terminate the Agreement and the withdrawal of the Licence.

	
There is no procedure for any further appeal through this procedure.
This does not exclude any rights to take proceedings through external sources.


	

	The Fast Track Process
To be implemented if Home-Start UK has reasonable grounds to believe there is a serious breach of the Home-Start Agreement. In such circumstances the matter will be referred to Stage 2 of this procedure.

Serious Breach:
· Failure to comply with Home-Start’s Policy and  Code of Conduct and procedures for safeguarding/child protection
· Mismanagement or misuse of finance or property
· Acting unlawfully and/or failing to meet legal requirements.
· Action which could bring the name/brand of Home-Start into disrepute, damage reputation and/or jeopardise the sustainability of Home-Start
· Non-compliance with the Home-Start QA process







	

	The Senior Leadership Team will stipulate any sanctions (below) and/or make recommendations for further action and confirm these in writing within 5 working days.

Sanctions will include but are not limited to:
1. Special measures – this may include support from Home-Start UK at the appropriate cost to the local Home-Start.
· When a local Home-Start has not addressed the requirements of any identified QA action plan, following a QA review or spot check.
· The legal/safeguarding/child protection indicators, within the QA system have not been met at a QA review or spot check
· Abuse of a QA reviewer
· Criminal activity is identified


	2. Withdrawal of the licence
Notwithstanding the Fast Track Process, if Home-Start UK consider that the breach by a local Home-Start is so serious that immediate action is required, it shall be entitled to pursue its remedies under the Home-Start Agreement and terminate the Agreement and withdraw the licence without having to use the Fast Track System.

	
There is no procedure for any appeal for the Fast Track Process.
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