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Introduction
As the Portsmouth Diocesan Board of Finance (PDBF) we are committed to the continuous improvement of our work and to listening to the views of those we work alongside in our parishes and schools. We expect a high level of integrity and service from our staff members and clergy. However, we do recognise that there may be occasions where we fall short of these standards, and in such circumstances, we aim to address behaviours and improve our practices. Enabling individuals to make complaints or voice concerns when necessary is part of this listening and learning process and will enable us to continuously improve. 

It is our desire and intention that any matters causing concern for our community or giving rise to complaint, are dealt with promptly and amicably.  It is also preferable for any such issues to be dealt with informally through conversation but in cases where this is not possible, then this policy and procedure sets out how we expect complaints to be handled.

A complaint can be made known to us in writing or via email to the appropriate person specified below. We are unable to investigate anonymous complaints unless there is significant evidence of a valid case and good reason to protect the identity of the complainant. 
This policy is not intended to cover safeguarding concerns. If you are concerned that you or someone you know may be the subject of abuse, or you have a concern regarding any other safeguarding issue, you must contact the Diocesan Safeguarding Adviser: Email: safeguarding@portsmouth.anglican.org.

Definitions 
Complainant: Anyone who has a reasonable interest in making an expression of dissatisfaction. 

Complaint: A complaint is any expression of dissatisfaction where it is clearly stated that a complaint is being made.  A complaint can be made about an action (or lack of action) by a person acting on behalf of the diocese, or about the policies and procedures of the diocese. It may or may not be justified. 

Respondent: Where the complaint concerns the action (or lack of action) by a person, the respondent will be the employee of the PDBF to whom the complaint relates. Where the complaint concerns a policy or procedure of the PDBF, the respondent will be an individually duly authorised to respond on behalf of the Board.  

Informal Complaint: Complaints that are resolved either directly or indirectly without the need for a formal investigation. 

Informal Resolution: An early resolution which might include (not an exhaustive list):-
· An apology from the Respondent or on behalf of the PDBF;
· An agreed timeframe for the completion of a piece of work, where the complaint relates to a delay;
· An explanation of why advice was given for a particular course of action or agreeing an alternative course of action if deemed appropriate by the Diocesan Secretary.

Formal Complaint: 
· Where it has not been possible to resolve the matter informally;
· A complaint of a serious nature including but not limited to significant failures of duty, allegations of bullying, discrimination or harassment.

Investigating Officer: A person appointed by the Diocesan Secretary to investigate formal complaints. Who the Investigating Officer is, will depend on the nature of the complaint:-
· The relevant senior member of staff will be appointed where the complaint relates to their department;
· A member of Bishop’s Council as the PDBF where the complaint relates to a senior member of staff or overarching diocesan policy or procedure;
· Where the complaint relates to the Diocesan Secretary the Bishop of Portsmouth will decide whether to act as Investigating Officer or to appoint a member of Bishop’s Council (or another appropriate person), as the PDBF to act in that capacity on behalf of the Bishop.

This policy does not cover complaints where the complainant is an employee of the PDBF, the PDBF Grievance Procedure should be referred to in this instance. 

Policy 
In the event of dissatisfaction with the work of a PDBF employee or a Policy or Procedure of the PDBF, where the employee and document owner are made aware of this, they should firstly attempt to resolve the dissatisfaction informally and where this is unsuccessful, they should ensure that the Complainant is directed to this policy so they know how to complain and to whom. The employee or document owner should also make their manager aware of the complaint and should also seek to resolve their complaint informally with the individual, where appropriate.

This policy applies to complaints against:-
· Any lay employee of the PDBF;
· Any member of clergy who is employed by the Diocesan Board of Finance where the complaint relates to work undertaken in the furtherance of that duty.
· Any policy, procedure or practice implemented by the Diocesan Board of Finance where the governance of such process is not linked to a pastoral undertaking. 

This policy does NOT apply to complaints against:
· A member of clergy who is employed by the Diocesan Board of Finance, but where the complaint amounts to an allegation of misconduct. Allegations of misconduct against clergy employed by the Diocesan Board of Finance should be made in accordance with the Clergy Discipline Measure 2003 (see
 https://www.churchofengland.org/about/leadership-and-governance/legal-resources/clergy-discipline)
· Any member of clergy who is employed by another organisation. If you have a complaint against such a member of clergy, you should raise it with their employer. If you are alleging misconduct against such a member of clergy, you should make it in accordance with the Clergy Discipline Measure 2003 (see above). 
· Any other member of clergy who is not an employee (for example, incumbents, associate priests, clergy with PTO). Where you have concerns in these circumstances then you should make them known through the office of the Bishop of Portsmouth or (if you are alleging misconduct) make a complaint in accordance with the Clergy Discipline Measure 2003 (see above).    

Complaints under this policy should be addressed to:- 
· The Diocesan Secretary where the complaint relates to a PDBF employee, policy or procedure.
· The Bishop of Portsmouth where the complaint relates to the Diocesan Secretary.

If a Complainant requires assistance in determining whether the complaint should be handled under this policy or through the office of the Bishop of Portsmouth, guidance should be sought from the Diocesan Secretary in the first instance.

For the most up-to-date contact details, please visit the contact us page on our diocesan website.

 https://www.portsmouth.anglican.org/contact-us/

Procedure 
1. Except in exceptional circumstances, all complaints must be submitted in writing by the Complainant within three months of the issue arising and addressed to the Diocesan Secretary or the Bishop of Portsmouth, as outlined above.

a. If the complaint relates to an incident or event which occurred more than three months before the complaint is made (or, where the complaint relates to a series of incidents or events, if more than three months have elapsed from the date of the latest incident or complaint), the Diocesan Secretary may notify the complainant that it will not be investigated for that reason. The notification will normally be given within 10 working days of the complaint being received. 
	

2. If the complaint refers to any alleged criminal activity it will be referred to the relevant statutory authority and will be treated as a formal complaint.

Informal Complaint
3. The Diocesan Secretary (or the Bishop of Portsmouth where appropriate) will, where possible, contact the Complainant within 10 working days of receipt of the complaint and discuss possible informal resolution(s) with the Complainant and the Respondent. This could involve a face-to-face meeting with the Complainant and the Respondent, chaired by the Diocesan Secretary (or the Bishop of Portsmouth where appropriate) in the first instance.

4. Once an informal resolution is agreed, this will be confirmed in writing by the Diocesan Secretary (or the Bishop of Portsmouth where appropriate), normally within 7 working days of the informal resolution being reached.

Formal Complaint
5. If a complaint was not resolved informally and was therefore deemed to be a formal complaint, it shall be handled as follows:-

a. The Diocesan Secretary will appoint an Investigating Officer as defined above.

b. Formal complaints will normally be acknowledged within 10 working days of receipt. 

c. Where possible, a response will normally be provided within 28 days. 

d. If this timescale cannot be met for any reason, the Complainant shall be informed of the revised timetable. 

6. During the investigation of a formal complaint: 

a. The Complainant may  be accompanied by an appropriate person (such as a close family member) at all formal meetings during the process, if it is deemed that the complainant’s companion presents a conflict of interest for the purpose of the investigation process, the complainant may be asked to provide an alternative companion; 

b. Where the complaint concerns an individual, the Respondent will be kept informed of the progress of an investigation; 

c. The Respondent shall have the right to be accompanied by a colleague or an accredited trade union representative at all stages of the investigation; 

d. No parties shall be entitled to legal representation under this procedure; 

e. Care must be taken to ensure compliance with current Data Protection legislation, for any information submitted or reviewed by the Investigating Officer; 

7. Once the investigation has been concluded, a report of findings shall be submitted to the Diocesan Secretary for a decision and the outcome will be confirmed in writing by the Investigating Officer to the Respondent and the Complainant.  

8. The Complainant will not be permitted to make a complaint about the Diocesan Secretary or Investigating Officer on the basis of the decision as outlined in section 8 above. 

9. In the event of a formal complaint against an employee, policy or procedure being upheld, the details of any PDBF action, procedures or outcomes will not be shared with the complainant and remain confidential to the individual and PDBF. 

Appeals
It is hoped that an acceptable resolution can be found, and the complaint concluded to the complainant’s satisfaction during the formal process. If that is not the case, a Complainant  has the right to appeal against the outcome of the complaint within 10 working days from the complainant being notified of the outcome.  
10. The Diocesan Secretary will normally acknowledge receipt of the appeal within one working week (i.e. five working days). The complainant will be told who will deal with the appeal, and the time within which a substantive response will be made, which should not ordinarily be longer than one month.

11. The Diocesan Secretary will decide whether to deal with the appeal personally, delegate it to a suitably senior member or employee, or convene a panel of three senior persons. No person dealing with the appeal at this stage will have had any previous involvement in the case beyond being consulted on who should respond to the complaint. 

12. The complainant will be invited to an appeal hearing, if appropriate, to consider the grounds of appeal, usually within 10 working days of the appeal being received. The appeal hearing will review the grounds of appeal and explore potential solutions. If, based on the appeal the person hearing the appeal considers that further investigations are required, they may discuss the matter with any or all of the Diocesan Secretary, HR Consultant and relevant senior staff member in order to consider what, within the framework of diocesan policies, could be a way forward to resolve the issue at hand and to formulate a response to the complainant and any necessary action, which may include an apology and/or commencing disciplinary proceedings in accordance with the DBF’s disciplinary policy.

13. Once the appeal hearing has taken place, a written outcome will be provided to the complainant. In the event that the appeal is upheld, the written outcome will explain what actions the Diocese will take or proposes to take as a result of the appeal. If the appeal is not upheld, the written outcome will confirm the reasons as to why and confirm that no further action will be taken. 

14. There will be no further right of appeal.
Unreasonable Complaints 
If the person receiving the complaint or the person investigating the complaint considers that the complaint is vexatious, frivolous, a repeat of a previous complaint or otherwise unreasonable, they should notify the complainant and, if relevant, the respondent, that the complaint will not be investigated or the investigation will be terminated for that reason. The notification will normally be given within 10 working days of the last instance of unreasonable behaviour, and wherever possible will be discussed informally with the complainant first. 
If the complainant is dissatisfied with the decision not to investigate the complaint, they may write to or email the Diocesan Secretary asking for the decision to be reviewed. If the decision was made by the Diocesan Secretary, the complainant should write to or email the Diocesan Bishop. 
If unreasonable behaviour continues the Diocesan Secretary may write to the complainant to explain that their behaviour is unreasonable and ask them to change it. For complainants who excessively contact the diocese, causing significant levels of disruption, we may specify methods of communication and limit the number of contacts in a communication plan. This will usually be reviewed after 6 months.
In response to any serious incident of aggression or violence, the concerns and actions taken will be put in writing immediately and the police informed.

Variation to the Complaints Procedure
There may be occasions where the PDBF needs to vary the procedure for the handling of a specific complaint. Should this situation arise, the complainant and respondent will be informed of the relevant changes in writing, as appropriate. 

Recording of Meetings 
Records of meetings under this procedure will be taken by the diocese in either written or typed form which those in attendance will have the right to be given a copy of, upon request. Meeting attendees do not have the right to electronically record any meeting they attend without the express permission of all parties in attendance. 
All requests to record meetings will be considered on a case-by-case basis and in limited circumstances, it might be agreed that electronic recordings can be made of a meeting. However, in these circumstances, the recordings will be made by the diocese and will be diocesan property. 
Data Protection 
All complaint information will be handled sensitively and shared only with those who need to know. Maintaining confidentiality is essential and security of data relating to individuals will be protected in accordance with data protection legislation and the diocesan data protection policies. 

No confidential information relating to complaints will be disclosed to any third party unless the PDBF has the individual’s consent or some other lawful authority. 
Records will be held securely by the Diocesan Secretary in accordance with its Data Protection Policy. This data is held securely and will only be accessed by or disclosed to those individuals who are required to do so for the purposes of completing the complaints procedure. Inappropriate access or disclosure of data constitutes a data breach and should be reported in accordance with the Organisation’s Data Protection Policy immediately.  

Approved by Bishops Council at their meeting on 10 September 2024
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