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Introduction
The Parochial Church Council (PCC) of St John the Baptist, Windlesham, recognises that from time-to-time complaints might arise from members of the public, members of the congregation, from members of the PCC and from employees and volunteers. Complaints might be about things that have been said or done, about behaviour, about policies and procedures, or about how a concern or issue has been dealt with.   

The purpose of this policy is to ensure a fair and transparent complaints process that is accessible to those wishing to raise concerns or make a complaint. 

This policy may be changed from time to time to reflect latest legislation.
[bookmark: _Toc229211886]Scope
This Complaints Policy applies to complaints made about the activities conducted within the Parish, including the behaviour of clergy, LLMs, employees, or volunteers who are working on behalf of or representing the PCC. 

Complaints that will NOT be dealt with under this policy include:
· Safeguarding concerns directly affecting children or vulnerable adults must be reported to the Parish Safeguarding Officer, who will liaise with the Diocesan Safeguarding Team to address those concerns through the Diocesan Safeguarding Policy.
· Concerns on how you have been treated at work, if they are bullying, harassment, discrimination should be raised through the Dignity at Work Policy.
· If you are not eligible to speak out through the Whistleblowing Policy, then you may raise a complaint to one of the Churchwardens through the Parish Complaints Policy.
· [bookmark: _Hlk196209013]Complaints about a member of clergy or a licensed lay minister will be managed under the Clergy Discipline Measure 2003 and should be directed to the Archdeacon.
· Complaints about the Churchwardens shall be dealt with by the incumbent. 
[bookmark: _Toc1272585271]Definitions
A complaint is an expression of dissatisfaction about the policies, practices or procedures of the Parish. A complaint may include an allegation that an individual has behaved in an unacceptable way.  

A complainant is anyone who makes a complaint. 

A respondent is the individual to whom the complaint relates, or who has been assigned to respond on behalf of the Parish with respect to a complaint about a policy, practice or procedure.

An informal complaint is one that is resolved informally, without the need for an investigation. Unless the complaint is of a serious nature, it will be dealt with informally in the first instance. 

A formal complaint is a complaint that cannot, or hasn’t, been resolved informally.

An investigator is an individual appointed by the Complaints Committee to investigate formal complaints.         
[bookmark: _Toc1486016142]Principles
This policy is based on the following principles:

· All complaints will be taken seriously, listened to and managed fairly and transparently. Wherever possible, complaints will be resolved through a positive process of listening, understanding and dialogue. Informal discussion and mediation will be explored before any formal investigation.
· We will ensure complaints are resolved thoroughly and in a timely manner where possible. 
· A complaint should usually be made by the individual directly affected, rather than by a third party, unless the individual affected is unable to represent themselves. We do not normally accept anonymous complaints, unless related to safeguarding.
· Whilst all complaints will be listened to, the PCC may not follow up on or investigate complaints that cannot be substantiated with appropriate evidence.
· All those who raise concerns and those who are subject to a complaint will be treated with dignity and respect, and confidentiality will be respected by all parties.
· If the complaint is against an individual, the respondent will be made aware that a complaint has been made. The content and nature of the complaint will be shared with them once a process has been agreed. The complainant, the respondent and the respondent’s manager will be kept abreast of progress. If the complaint is concerning systems or procedures, or general issues, an appropriate staff or clergy will act as respondent.   
· An appropriate level of support will be offered to the complainant and the respondent. The nature of the support will be determined on a case-by-case basis and may include pastoral support or counselling.
· Appropriate, corrective actions will be taken to deal with and close complaints, where upheld. Where appropriate, errors of judgment or behaviour will be acknowledged, and apologies issued to those affected.  
· A review of lessons learnt will be carried out upon the conclusion of each complaints process.
[bookmark: _Toc821004973]Submitting a Complaint  
[bookmark: _Hlk196400397]All written complaints should be sent to a Churchwarden by email, or by post to Parish Office, St John the Baptist, Church Road, Windlesham, GU20 6BL. The Churchwarden will pass the complaint to the Complaints Committee. The Complaints Committee is the Standing Committee save for one church warden who will be excluded from the initial process so as to allow them to be untainted should they be appointed during the latter stages of the complaint.  

If a verbal complaint is made, or where the complainant is unable to clearly articulate their complaint, the Complaints Committee will delegate a clergy or staff to interview the complainant to document and summarise their complaint.

[bookmark: _Hlk196400496]Any complaints received by clergy, staff, volunteers, or PCC members should be documented and forwarded to the Churchwarden within 24hrs.  

Any complaint should be raised as soon as possible, normally no more than 3 months after any incident, unless in exceptional circumstances such as bullying or harassment cases.

The Complaints Committee will acknowledge all complaints received in writing within 10 working days of receipt and will clarify if it is to be treated as an informal or formal complaint. The Complaints Committee will assess the seriousness of any complaint. Normally complaints will be treated as a stage 1: Informal Complaint. Complaints assessed as more serious, may be dealt with under either Stage 2: Formal Complaint and Mediation, or Stage 3: Formal Complaint and Investigation.
[bookmark: _Toc571089689]Stage 1: Informal Complaint 
The Complaints Committee will review the complaint to evaluate how it should be dealt with informally.
	
When responding to an informal complaint, the aim is always to resolve it informally, speedily and fairly through discussion or problem-solving. 

The complaint will be raised with the clergy, staff or volunteer concerned (respondent) and their manager/activity leader. The respondent and manager/activity leader should be willing to listen, to discuss the matter with the complainant and to seek to find a solution to the concerns through discussion or problem solving.

Any previous complaints regarding similar issues received will be considered at this stage.    

If the issue is not resolved informally, the Complaints Committee will assess if the seriousness of the complaint and lack of resolution warrants Stage 2: Formal Complaint and Mediation being initiated. Both the complainant and respondent will be informed of the outcome of Stage 1 in writing.

[bookmark: _Hlk196400728]Formal records will not be kept of informal complaints which are resolved at this stage; however, the Complaints Committee will keep a note of the informal complaint and to implement any learning in the interest of continual improvement.
[bookmark: _Toc1673306143]Stage 2: Formal Complaint and Mediation   
The Complaints Committee will review the formal complaint to ensure that it includes the following before proceeding: 
· [bookmark: _Hlk66528540]The name and contact details of the complainant.
· The date on which the original complaint was made.
· The context and nature of the complaint, including any evidence to substantiate the complaint.
· The name of the respondent.
· The relationship of the complainant to the respondent, or to the Parish more generally. 
· The complainant’s desired outcome.

The Complaints Committee will confirm by letter to the complainant that Stage 2: Formal Complaint and Mediation has been initiated, except in the following circumstances where Stage 3: Formal Complaint and Investigation will be followed:  
· Where allegations of discrimination, bullying or harassment have been made.
· Where an employee is alleged to have acted in a way which breaches Parish policies, whether it would then be deemed as misconduct or gross misconduct. 
· Where it is alleged that a crime has taken place. 
  
The respondent will be made aware that a complaint has been made, but the nature of the complaint will not be shared with them until either mediation or an investigation has been agreed with the complainant.
[bookmark: _Toc1999507510]Mediation 
Mediation is a voluntary process and both parties should agree to participate. A third-party mediator will be engaged by the Complaints Committee to conduct the process in an objective and impartial way. The purpose of a mediation process is to bring the complainant and respondent together to enable the complainant to be heard and to reach a mutually agreeable resolution through open and honest discussion. The mediator will not determine a resolution for the parties, but will create a framework for the parties involved to seek a resolution.

In the letter to the complainant confirming that Stage 2: Formal Complaint and Mediation has been initiated, the Complaints Committee will set out the timeline and process for the stage and request that they participate in a process of mediation. A copy of the Complaints Policy will be forwarded to the complainant with the letter. The complainant will be requested to respond in writing to the request to participate in mediation within 10 working days, if they do not reply within this time frame, the complaint will be deemed to have been withdrawn. 

If the request to participate in mediation is agreed to, the mediation process will be initiated.

If the complainant or respondent do not agree to participate in mediation, the Complaints Committee will assess whether the seriousness of the complaint warrants Stage 3 of the formal complaints process being initiated, otherwise the process may cease at this point.
[bookmark: _Toc1740829784]Stage 3: Formal Complaint and Investigation  
If the seriousness of the complaint means that mediation is not appropriate, the Complaints Committee will initiate an investigation. Appointment of an investigator is at the discretion of the Complaints Committee and will normally be a senior staff, clergy or PCC member who has not previously been involved in the complaint. Only in exceptional circumstances will an independent investigator be appointed.

The Complaints Committee will write to the complainant to confirm an investigation will be initiated. The letter will set out the terms of reference of the investigation including:  
· the name of the investigator 
· a request permission to share confidential information concerning the complaint with the investigator
· the timeline for the investigation, which will normally be within one calendar month. 

The investigator will determine the practicalities of how the investigation will be undertaken and contact all parties regarding this. Having completed the investigation, they will provide a written report detailing their findings and conclusions to the Complaints Committee. 

The Complaints Committee will review the investigation report findings and decide whether the complaint is substantiated, partially substantiated, or unsubstantiated, and any actions to be taken.

[bookmark: _Hlk148630537][bookmark: _Hlk148630311]The Complaints Committee will write to the complainant to confirm the outcome of the investigation, including whether the complaint was substantiated in full, or in part, or unsubstantiated, with a brief description of any remedial and preventative action being taken. A recognition, if appropriate, that the situation could have been handled differently or better, may be offered. 

The Complaints Committee will confirm the outcome of the investigation to the respondent. If the complaint is upheld, the Complaints Committee will confirm if the Disciplinary or Capability Policies are to be initiated.

The response to the complainant should not include any details of any disciplinary or capability process or outcomes against the respondent. If appropriate, the response should state that, “following investigation, further confidential procedures are being followed”.

None of the above will constitute an admission of negligence or an acceptance of liability on the part of the PCC. 

The Complaints Committee should ensure that full records of the investigation are kept confidential and secure.
[bookmark: _Toc1159405156]Stage 4: Appeal
It is hoped that an acceptable resolution can be found and any formal complaint concluded to the complainant’s satisfaction at Stage 3: Formal Complaint & Investigation, as set out above. However, if that is not the case, the complainant may submit an appeal by informing the Complaints Committee in writing within 10 working days of receiving the letter confirming the outcome of their formal complaint.    

An appeal will involve escalation to the Churchwarden not involved in the complaint so far. 

The Churchwarden will acknowledge receipt of the appeal within 10 working days. The acknowledgement will set out who will deal with the appeal and the timeframe within which a response will be made, which ordinarily should be no longer than one calendar month from the date the appeal was made.  

The Churchwarden will review all documentation from the investigation, the recommendations and any actions taken to date. The Churchwarden may choose to meet with the complainant to discuss their perspective and the reason for the appeal. They may also meet with the respondent. The Churchwarden may discuss the matter with any of the Complaints Committee, the Archdeacon, the Diocesan Registrar or Legal Advisor to consider what could be a way forward to resolve the complaint, to formulate a response to the complainant, and to agree any necessary actions.

Notes will be taken of all conversations and, a written record will be shared with those present for accuracy and transparency. 

The Churchwarden will inform the complainant in writing of the outcome of the appeal and any necessary actions to be taken. 
[bookmark: _Toc1452993890]Charity Commission
Complaints can be made to the Charity Commission at any stage. Information about how to make a complaint to the Charity Commission, and the grounds on which the complaint can be made, can be found on the Charity Commission website. 
[bookmark: _Toc1354229724]Confidentiality
All complaint information will be handled sensitively and shared only with those who need to know as set out in this policy. Maintaining confidentiality is essential and security of data relating to individuals will be protected in accordance with UK GPDR legislation. No confidential information relating to complaints will be disclosed to any third party unless DBF has the individual’s consent, or we are required to do so due to legal obligations. 
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