
TB-USA Coordinator Call Presentation – Member Complaints, February 14, 2013 

By Abby Greer, Founder and Primary Coordinator of the Kent Community TimeBank 

 

My name is Abby Greer and I am the Founder and Primary Coordinator of Kent Community TimeBank 
(KCTB) located in Kent, Ohio.  We are located between Cleveland and Akron and are the home of Kent 
State University.  We will be 3 years old in April.  We have 438 members and we are considered a 
“member-led” timebank, this means all of the staff at KCTB are paid in Time Credits.  This is different 
from having a paid staff (in American cash currency) or being an “agency-led” timebank – a timebank 
run through an agency.  In the first 8 days of February, 56 members recorded transactions totaling 104.5 
hours. 

So, that’s a lot of people and one can expect someone along the way will complain.  Personally, I view 
complaints as one of the best things that can happen – LEARN – CONSTRUCTIVE CRITICISM IS VALUABLE! 

Before I talk about the complaints, I think it is important to be clear on our timebank structure.  We are 
a PRIVATE organization, not a governmental institution.  We are a private enterprise.  How we handle 
member complaints, issues between members and even deactivation is dealt with at the discretion of 
our BOARD.  Having a board to back you up is important.  In a private organization, there need not be a 
DUE PROCESS OF LAW (i.e. members’ right to a hearing).  If you are part of a government run timebank 
or part of a larger public institution, I suggest you consult with their Board of Directors on policy. 

I might also say that because we are member-led, we have 5 Coordinators on our software.  All 5 
Coordinators are active timebankers and engaged with the whole timebank community.  They make 
exchanges frequently AND they attend the potlucks and group projects, when they are able.  For now, 
most of us know most of the timebank members and this can be key in avoiding conflict and having 
many “eyes” on situations. 

There are two kinds of complaints that I feel are important to listen to: 

1. Formal complaints – where a member will contact us specifically to complain 
2. Informal complaints/criticism – things you overhear or hear through a third party 

 

FORMAL COMPLAINTS that we have heard and dealt with: 

1.  A member didn’t get back to me about an offer or a request 
2. A member was being a nuisance (either by emailing or calling every day) 
3. A member accused me of stealing 

 

There are two things that I think are helpful in dealing with formal complaints.  First, use the 
Coordinator Notes at the top of each member’s profile page.  USE IT!  We make a note and then date 
and initial the note (all of our Coordinators have access to this box).  Second, start a real paper file – you 
can write in detail and include emails or other documents about a certain member. 

 



1.  A member didn’t get back to me. 

When we get that complaint, my first question is, “Oh, how did you try to reach them?”  If they say they 
tried to reach them through a private message on the software, then I might suggest that the 
notification went to that person’s spam box and they never saw it!  Or, perhaps, that member isn’t on 
the computer often and did you read that person’s profile carefully to see how they would like to be 
contacted?  Finally, if that member tried emailing privately as well (not through C.W.) did they try 
picking up the phone and calling?  This is why we feel email and phone numbers are important to have 
on all the member’s profiles.  If they tried all 3 ways to connect, and got no response, we will make a 
note on the Coordinator’s Box. 

Each case is handled on a case-by-case basis.  Most of the time, after we make the coordinator’s note, I 
will contact that person right away and ask them if everything is okay?  I will gently remind them that 
they committed themselves when they joined the timebank to be prompt and courteous.  I might ask 
them if they are not interested in the offer or request at this time, should they take it down for a while?  
It hasn’t happened yet, but if a member were to get three of these complaints, we would probably 
remove them from the timebank.   

This kind of complaint, I feel, is extremely dangerous for your timebank and why we value our 
orientation process so much.  All of these guidelines are talked about when we do our orientations.  We 
make it very, very clear that this is a professional agreement and while one doesn’t have to do the offer 
or request, one is expected to respond in a timely manner.   We suggest within 48 hours.  It is always at 
this point in the orientation, that we will remind that prospective members that if they have an issue, 
please bring it to our attention.  This shows these folks that it is not a free-for-all kind of system and that 
there are Coordinators watching over things.  And, again, it stresses their commitment to responsible 
behavior. 

 

2. A member was being a nuisance. 

This happened twice in our timebank.  One member was eventually deactivated (more on her coming) 
and the other member chose to remove herself as she had admitted to other people in different 
communities not being comfortable with her style. 

Again, this is a dangerous complaint because no one wants to feel hassled.  If someone is feeling that 
way, they will throw their hands up in the air and not want to timebank for fear of constant stalking.  
When we get this complaint, we immediately call the offending member and gently remind them of the 
guidelines.  Again, this is case-by-case and can be a delicate issue for all.  If needed, tell that member 
that because someone was uncomfortable, we need to consider this a warning and that 3 such warnings 
could result in deactivation from the timebank.  I would like to add, however, that if you are good at 
conflict mediation, this can be done in a loving way.  9 times out of 10, a nuisance member is just a 
lonely person and thrilled to have the support of a timebank family.  BE CREATIVE.  Give them a job in 
the timebank and suggest other ways to connect with the members. 

 

3.  A member accused me of stealing. 



Phew, this was a big one for us.  This happened with a member who had multiple “informal complaints” 
and a couple of “formal complaints” about many things.  She was bossy, rude, a nuisance and, truthfully, 
we were pretty sure that she had a mild mental disorder.  She and I exchanged dozens of emails over a 
year’s time.  I kept all of them (in my paper file!) and she even admitted to much of her behavior.  But 
members were NOT timebanking because she was their first experience.  NOT GOOD! 

Because she is elderly and she and her husband had lots of needs are were also popular in the town, I 
wanted to do everything in my power to keep her on the timebank.  I had a face-to-face sit down with 
her (I took another Coordinator with me) and had to tell her that she, at that time, now had 2 warnings 
and that a third would leave us no choice to but take the issue to the Board who would probably vote to 
deactivate the account. 

One more thing we tried [and I neglected to mention this on the Coordinator Call] is that we asked her to 
only use the C.W. message system and we put her on guardian angel mode.  This was a way that we 
could moniter who she was going to make exchanges with and, in truth, allowed us to contact the 
member first and explain that this woman, while an active timebanker, might ask you to do things you 
didn’t sign up to do.  We said to be clear and have your boundries up.  This really worked for a while.  
Most timebankers said that they understood and knew some elderly people like that.  Exchanges went 
well for a few more months. 

But then, she accused a man of stealing a box of underwear from her very disorganized basement.  
WHAT DID WE LEARN?  We learned that we needed to create some forms of policy – such as these 
complaint logs that I am telling you about – and that keeping all the documentation was important.  The 
Board recommended that I sit down with the man in question and get his side.  Quickly, it became 
apparent that she was not functioning in a stable way.  Before we were able to address this issue 
completely, she accused someone I knew VERY well of stealing a blouse and that was the last straw for 
me.   

I turned to some other Coordinators of timebanks across the country that I knew had experience, not 
only in running and maintaining their timebank, but also with seniors.  I got some great advice from 
about 8 individuals and I cannot stress how important it is that we utilize each other’s experience and 
wisdom. 

 

INFORMAL COMPLAINTS – What have we heard and how can we deal with them? 

 

1. A member didn’t get back to me with regards to an offer or request. 
2. A member was late for an exchange. 
3. A member did poor work. 

 

These are informal complaints.  No one here wants to get another member in trouble, but they have 
spoken the words.  Here’s what we learned :  USE THESE EXAMPLES IN YOUR ORIENTATION.  You cannot 
stress these guidelines of respectful and polite behavior enough.  You can mention that if someone is 
late, please let us know so that we can make a note about it. 



If a member has done poor work, you might want to decide, as a Board, how you want to handle that.  
In our timebank, we just suggest that you don’t use that person again!  Although, if we heard that a 
carpenter did really bad work, say, three times, we would need to call that carpenter and gently ask 
them to consider putting up a different offer.  Yes, it is delicate.  But do you want to have a rating 
system like Craigslist?  We do not. 

One system we are hoping to include in our software is a way to post who has used the services of 
members.  These names would be highlighted in the service ad so that an interested member need only 
click on the name and their profile will come up.  They can then contact that person and say, “I noticed 
that you used Sarah’s service of babysitting and I wondered if you would refer her?”  Most members will 
be honest with each other. 

In our orientations, we also suggest that members can easily ask all of the Coordinators our opinion of a 
member’s work.  We may not know exactly but we will often know if other members have used it and 
who might be able to give a referral. 

Finally, one last way to help PREVENT informal (and formal) complaints is to consider the fact that our 
members essentially sign TWO agreement forms.  One is when they apply online.  They must check the 
box that says they have read and agree to the terms of membership.  The other way is through a paper 
application.  We like the paper application because we know how easy it is to not read the online 
agreement carefully.  Our paper application helps us reiterate the guidelines of behavior by having a list 
of items whereby prospective members actually, physically, check each box.  You can find our 
application on our facebook page under files and also on our project page at Build For The World:  
http://www.buildftw.org/front  under Kent Community TimeBank. 

Here is the back page of our application: 

RELEASE OF LIABILITY & MEMBERSHIP AGREEMENTS 

 

Please check the statements below as you finish reading them (Parent/Legal Guardian of 
member under 18, please initial next to member’s check): 

____ I understand that, as a timebank, we offer neighborly services to each other.        Members 
provide services to the best of their ability and do not guarantee their work.  I understand that the 
Kent Community TimeBank is a coordinating agency only and cannot guarantee the performance of 
anyone who is referred. 

____ I understand that expenses for any materials used will be the responsibility of the recipient, and 
expenses will be agreed upon before the service is delivered. 

____ I understand that the Kent Community TimeBank cannot be held responsible for any injury to 
persons or damage to property experienced while involved with the program.  I hereby agree to 
hold the Kent Community TimeBank, as well as its employees and/or agents harmless from any and 
all claims or liabilities for any work performed hereunder. 

____ I understand that the function of my local timebank is to facilitate the exchange of services 
within the community.  It is my responsibility to use the same caution I would in other 
circumstances to get to know a person, make reference checks, and use my instincts before 
engaging with another timebank member – especially for babysitting, elder care and driving.  

http://www.buildftw.org/front


TimeBanks USA and Kent Community TimeBank will not be held responsible and will not assume 
any liability for claims, damages, or any other consequences that may arise from this arrangement. 

____ I agree that if I use my personal vehicle in rendering volunteer service through the Kent 
Community TimeBank, I will, in accordance with Ohio law, arrange to keep in effect adequate and 
legal automobile liability insurance covering bodily injury and property damage. 

____ I pledge not to reveal the contents of the Community Weaver Software, nor any other 
documentation provided by Kent Community TimeBank to non-members, especially any personal 
information provided. 

____ I agree to abide by the core values, rules and guidelines provided by TimeBanks USA and Kent 
Community TimeBank for proper and courteous behavior.  I pledge to proceed with good intent 
toward being of service to others in my community and to treat other members in the timebank 
with respect and kindness. 

 
Completion of this application may not conclude the process for joining Kent Community TimeBank.  
An orientation and/or references may be necessary to finalize your membership. 

 
Signature of Applicant: _________________________________________________________  Date:_____________________ 

Signature of Parent or Legal Guardian:_________________________________________Date:_____________________ 

Signature of KCTB Coordinator: ________________________________________________ Date:_____________________ 

 

 


