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The Northumberland VCS Compact is a commitment to improve relationships between
public sector organisations, the voluntary and community sector, and organisations
representing service users and carers. This document sets out how we resolve our
disputes and disagreements.
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An Overview of the Dispute Resolution Process

Issue is identified
Both parties try to resolve the issue between themselves.

The partnership encourages partners to try and sort out their problems in a
positive and mutually respectful way.

. 4

Initial query

If the parties concerned are not able to resolve the issue themselves then
they can lodge a query or disagreement with either of the 2 nominated
representatives.

They will acknowledge the inquiry within 3 working days, and will let the
applicant know within another 7 working days if this dispute resolution
process is the right way forward.

.

Investigation

If there is a valid case then the Compact Dispute Resolution (CDR)
Investigation group is set up by the 2 hominated representatives.
This group will be made up of relevant members of the NSP Board
and VCS Consortium.

The CDR Investigation group looks at the issue and makes
recommendations to resolve the dispute.

We would normally expect the CDR Investigation group to report back within

30 working days.

National mediation

If this mediation does not resolve the dispute then the CDR Investigation
group may suggest that the applicant takes their case to another
appropriate mediation scheme. Refer to Appendix 1




1. When things go wrong

Disagreements are a natural part of any healthy working relationship. Simply having the
Northumberland VCS Compact in place does not guarantee that disputes will not happen. The
Compact way of working is new and we should expect that disagreements or disputes will arise
as part of this learning experience. Having this procedure in place, and using it, demonstrates
the importance of the VCS Compact to partners in Northumberland.

Disagreements can be useful in identifying important issues. By approaching them in a positive
and mutually respectful way they can help to improve the relationship. This is why we should
all refer to and use this dispute resolution process whenever it is needed. This will also help to
avoid the damage that unresolved disputes can cause to working relationships. We believe that
every disagreement is an opportunity to improve a relationship and learn from the process.

The procedure set out here will help this to happen. It is not intended to decide a winner or a
loser; but is meant to help find a positive way forward that maintains and improves the working
relationship.

Whilst we encourage disputes to be resolved through this process it is also important to recognise
that legal redress is always an option to either party.

We will monitor the complaints so that we know if this dispute resolution process and our
contribution have been useful. We can use this information to help us review our effectiveness,
but we will keep details of each case confidential.

2. Why do disputes arise?

VCS Compact breaches are rarely deliberate. Organisations and individuals may simply not
be aware of the VCS Compact principles and what this means for them. Many disputes can be
settled amicably by simply raising the issue with the other party.

3. Who does this procedure apply to?

The procedure outlined here applies to all those organisations or their umbrella organisations,
who signed up to the Northumberland VCS Compact. It is meant to be used to address issues
related to the Compact.

4. How does this process fit in with others?

Following this procedure does not mean that your organisation’s procedures cannot also be
used at any stage. You may decide to undertake other mediation at the same time, or apply to
another appeals or complaints procedure if your organisation feels that is right.

A benefit of mediation is that it can potentially avoid long, difficult and sometimes expensive
“official” processes. Using alternative routes at the same time may get in the way of the mediation
process though, so you should think carefully about what is best. The CDR Investigation group
can help you decide on that.




5. The stages of our dispute resolution process

If an issue comes up that you feel does breach the Compact you should always try to solve this
with the other party first. All those involved must always recognise the other’s right to raise the
issue, and should give the time to listen and respond to concerns. This is in the spirit of our
Compact.

But when informal and open dialogue does not succeed then you can follow these three
stages:-

5.1 Stage 1-The issue is identified

If an organisation has a complaint about their treatment by another partner we
encourage them to try to resolve the issue between themselves first. However,
if this does not work then the complainant may choose to refer this matter to the
partnership (Stage 2).

5.2  Stage 2 - Initial query
Who to contact
If you cannot resolve the problem yourself then you can apply to either:

George Courtice

Sector Development Officer

VCS Consortium

Community Action Northumberland

Tower Buildings, 9 Oldgate

Morpeth NE61 1PY

Tel: 01670 500817

Email: georgecourtice@ca-north.org.uk

VCS representative (nominated by VCS Consortium)

or

Janice Rose

Head of Strategy

Northumberland Strategic Partnership
9 Telford Court

Morpeth NE61 2DB

Tel: 01670 500638

Email: JARose@nsp.org.uk

Chair, Compact Reference Group

They will acknowledge receipt of your complaint within 3 working days.

They will then carry out an initial investigation, and may try to resolve the problem through
discussion with the parties concerned. They will normally report back to you within a further 7
working days.




5.3

5.3.1

Stage 3 - Investigation

If that does not work or is not appropriate then they will refer the matter to the VCS
Consortium Chair and the Chair of the NSP Board. They will set up a small working
group (CDR Investigation group) and agree a Chair.

This group will be made up of appropriate Board, Executive, VCS Consortium or
Sector Board members. Other partners may also be appointed onto this group if
necessary.

To avoid a conflict of interest then members of the CDR Investigation group should
not be directly party to the subject of the dispute.

Depending on the issue the NSP Team may be asked to gather evidence and
prepare an initial report and some recommendations for the CDR Investigation

group.

The CDR Investigation group should contact both parties to agree a timescale
for resolution of the problem. As a guide we would normally expect the CDR
Investigation group to reach a final decision within 30 working days, but this
may vary depending on the issue under discussion.

Guidelines for initial investigation
CDR Investigation group will:-

* Separate hearsay from facts
* Avoid making judgements or blame
* Keep all investigations confidential

« Check whether there have been any previous issues with that individual
or organisation

* Contact the complainant to:
- Clarify the complaint
- Clarify the outcome sought
- Explain the limitation of the outcomes available at this stage

* Check whether the complainant needs any practical support (for
example interpretation and language services, advocacy or access to
induction loops, etc).

« Make sure they understand the background to both parties and obtain
relevant documents

* Contact the subject of the complaint to hear their side
* Conduct dealings with both parties in an informal and relaxed way

* Record all information gathered and ensure that everyone is happy with
their understanding of the situation

* Report back to the NSP Board and VCS Consortium with their findings













