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Complaint Resolution Program

Note: The Complaints Resolution Program is currently under review and most likely will be changed for Summer 2008. 

Introduction

Differences of opinion and complaints often occur between people, or between people and organizations.  There is no exception to this rule in the camp community.  From time to time there are complaints against members of the association, or against camps that are accredited by the American Camp Association.  Such complaints may be made by parents, campers, counselors or other camp staff, or between camps in the association. 

Purposes

The purposes of the Complaint Resolution/Ethics process are:

· To determine if complaints relate to behaviors addressed by:

· Complaint Resolution/Ethics process

· The Standards program of ACA

· Other ACA policies (such as policies governing the use of ACA logos and trademarks)

· To identify generally accepted practices of ethical behavior. 

· To assign the complaint to the appropriate body within ACA or indicate which public body has authority over the matter (e.g. the courts, the police, etc).

· To encourage the parties to resolve their differences together; or failing resolution, to determine if a violation of the ACA Code of Ethics or Standards has occurred. 


Process 

When the complaint involves an alleged violation of ACA’s Code of Ethics, there are two levels to the process:

· Section Complaint Resolution Process.  If the complaint is not resolved at the section level by bringing the parties together and assisting them to resolve the complaint, the complainant may file an affidavit with the National Ethics Commission. 

·  National Ethics Commission Process. If the National Ethics Commission determines the matter to be a valid ethics complaint, a Review Panel will be appointed to hold a hearing and take further action.

ACA Responsibilities

As a 501(c)(3) organization, ACA has a responsibility both to the public and to its members.  Our public responsibility requires us to assist the public in finding resolution to complaints when the camp is accredited by ACA.  This process will occur best when the complainant and the camp can find a mutually agreeable resolution.  Our role at the section level is to help/encourage these parties to find that resolution.

Upon request by sections, a member of the National Ethics Commission will provide any of the following functions:

· Interpret the Ethics Code and procedures to the Section Complaint Resolution Committee or the Section Board of Directors.

· Confer with the Section Complaint Resolution Committee regarding procedures for processing complaints.

· Confer with the Section Complaint Resolution Committee regarding procedures for processing a complaint against a Section Board Member.

Section Responsibilities

Each section appoints a Complaint Resolution Chair who will serve as needed in the complaint resolution process.  It is further recommended that a committee of persons be available to assist the chair as needed.  The Section Complaint Resolution Chair should advise the Section Board of the procedures of the program. 

Each section will determine appropriate roles for staff and volunteers in this process.  Complaints will often come to the section office.  Therefore, volunteers and staff should be properly trained in your section’s procedures to handle complaints.  The complaints may come initially by phone, e-mail or letter.  

In addition to furnishing individual complaint resolution reports, a report on complaint resolution activity shall be made to the national office annually.

Resources Available

ACA provides a  Complaint Resolution Manual to the Sections. Each Section Complaint Resolution Chair, Section President and Section Executive should have a copy.  An updated version is always  available on the ACA Web site at www.ACAcamps.org/volunteers/complaint/.  For additional assistance, contact the Executive Officer of Outreach Systems and Field Service at the ACA National Office.
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Code of Ethics Glossary of Terms

AFFIDAVIT

For the purpose of the ACA Complaint Response Procedures, an affidavit is a statement reciting the facts of a complaint that is signed, dated and sworn to before a notary. 

CODE OF ETHICS

The ACA Code of Ethics is the officially adopted statement of behaviors for members, owners, directors and executives.  It contains 18 paragraphs of expected behaviors.

COMPLAINT RESPONSE PROCEDURES

Steps to take in responding to telephone and written complaints. 

COMPLAINTS, TYPES OF

Logo Complaint

A charge or grievance either verbal or written, against a member or non-member of ACA or against an accredited or non-accredited camp, which involves an alleged misuse of any ACA logo.  This type of complaint has legal implications and should be forwarded to The ACA Executive Officer of Operations.

General Complaint

A charge or grievance either verbal or written, against a member or non-member of ACA or against an accredited or non-accredited camp, which is not in litigation, is not an ACA Standards violation or is not in violation of the ACA ethics code.  The Section Complaint Resolution Chair should respond to a general complaint.

Telephone Complaint 

A charge or grievance against a member or non-member of ACA or against an accredited or non-accredited camp, which has been received over the telephone.  For a telephone complaint to be a valid complaint it must meet the criteria stated under the definition of “Valid Complaints.”

Valid Complaint

A written charge or grievance against a member of ACA or against an accredited camp which contains all of the following information: Circumstances of the incident(s), Signature of complainant and date signed, Address of complainant

Valid Ethics Complaint or Ethics Complaint

A written charge or grievance against a member of ACA or against an accredited camp which meets the criteria specified in a “Valid Complaint” and which violates a specific paragraph(s) of the ACA Code of Ethics or parts(s) thereof.

ETHICS

For the purposes of the ACA Code of Ethics, ethics are defined as a set of moral principles, a set of values, a system of rules for guiding behavior. Ethics are not laws.  For our purposes, laws are formally prescribed behaviors developed at a national, state or local level that are fully binding upon citizens of our nation.  Ethics are not binding obligations but are accepted self-directions or are self-imposed, culturally imposed or organizationally imposed standards of thought and behavior.

MEDIATION

The act of placing yourself between two disputing parties for the purpose of negotiating a compromise or settlement of their differences.  

NATIONAL REVIEW PANEL

The National Review Panel is a jury of three persons not involved in the complaint and is formed when a Valid Ethics Complaint cannot be reconciled at the section level.  The panel will hold a hearing on the complaint and will make a recommendation to the National Board regarding the complaint.  If the panel recommends revocation of accreditation, it will make its recommendations to the National Standards Board.

PENALTIES

Corrective actions or consequences determined by a National Review Panel when it concludes the ACA Code of Ethics has been violated.

PROCESSING A COMPLAINT

The act of initiating the movement of a valid complaint through the steps of the ACA procedures for the Review of Complaints Procedures.

RECONCILIATION

The act of facilitating the bringing together of disputing parties for the purpose of the parties finding a solution to their differences.  The task of the Complaint Resolution Chair is reconciliation not mediation.

