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The Diocese of Southwell and Nottingham 
 

Safeguarding complaints policy and procedure 
 

 
Safeguarding Complaints Policy 
 
The Diocese of Southwell and Nottingham take complaints about our work and 
quality of service in all aspects of safeguarding seriously.  
 
 

• The Diocese of Southwell and Nottingham aims to ensure that all 
safeguarding concerns are dealt with well, in line with national Policy and 
Practice Guidance 
 

• We are committed to ensuring that: 
 

- we respond promptly to every safeguarding concern or allegation 
- we ensure that those who are the subject of safeguarding concerns 

are treated with respect and dignity and receive appropriate care 
and support 

- We respond well to all members of the Church and others in 
relation to maintaining a safer worshipping environment for all  

 
• Many people could be involved in the handling of such concerns or 

allegations – Archdeacons and Bishops and other clergy, as well as Parish 
Safeguarding Officers and members of the Diocesan Safeguarding Team 
and other senior Diocesan staff. 
 

• We take complaints about our work and quality of service in all aspects of 
safeguarding seriously. If you are not satisfied with the handling of a 
safeguarding concern or allegation or with any aspect of the work of the 
Diocesan Safeguarding team, please follow the procedure below. 

 

• Please note that this procedure is not intended to provide a process for the 
resolution of safeguarding concerns or allegations. These should be 
reported to your incumbent, Archdeacon, Bishop, Parish Safeguarding 
Officer or another appropriate person who will inform the Diocesan 
Safeguarding Advisor of your concern within 24 hours, seeking guidance 
in line with House of Bishops’ Practice Guidance. 
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Complaints procedure: for dealing with complaints 
regarding the management of safeguarding concerns 

 
 

1. Introduction 
 

1.1 We view complaints as an opportunity to learn and improve the support that 
we offer to parishes. If you are not satisfied with the service you have 
received, please follow the procedure below. 

 
1.2 To clarify: the procedure is not to be followed if the complaint relates to 

behaviour which might, in its own right, constitute a safeguarding matter – 
these should be dealt with by referring the safeguarding concern in the usual 
way. 

 
1.3 The Safeguarding team is committed to providing a high quality and 

proportionate safeguarding service, which supports the needs of the Diocese, 
parishes and individuals. In striving to create a safer worshipping environment 
for all, we acknowledge that the decisions we need to take, can have a 
significant impact on some individuals. Safeguarding is a difficult task and we 
are committed to ensuring that we investigate all complaints with rigour and 
fairness.  We will always use complaints and feedback as a method for 
improving our practice.  

 
1.4 A safeguarding complaint is considered as an expression of personal 

dissatisfaction, whether justified or not, about the service received from any 
Safeguarding Team member, or about the process that was used to reach a 
Safeguarding decision. We will address all complaints thoroughly. When you 
make an initial complaint or ask for an escalation of a complaint, you will 
receive written acknowledgement of your complaint within 3 working days.  
 

 

2. Aims of the procedure 
 
2.1 The procedure laid out below aims to: 

 
• provide a fair procedure which is clear and easy to use; 
• be open and transparent about how complaints will be dealt with; 
• ensure that all complaints are investigated appropriately; 
• ensure that complaints are dealt with in a way that is timely and 

proportionate; 
• ensures that lessons are learned and enable the improvement of 

safeguarding within the Diocese and more widely if appropriate.  
 
 
 

3. Guiding Principles 
 
3.1  The complainant must be the person directly affected by the issue or an 

interested party to the person affected (e.g. a close relative), and not an 
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unrelated third party or wider observer, unless the appointed advocate of the 
person directly affected. 

 
3.2 All information will be handled sensitively, sharing information on a ‘need to 

know’ basis only and with due regard to our obligations under the General 
Data Protection Regulations. 

 
3.3 Overall responsibility for this procedure and its implementation lies with the 

Diocese of Southwell and Nottingham, through the Diocesan Safeguarding 
Advisory Panel (DSAP), who will receive an annual report of any concerns 
received, the outcomes and lessons learned.  All reports to the DSAP are 
anonymised so that your identity will not be shared.  

 
3.4 This policy will be reviewed periodically as required. 
 
 

4. Whistleblowing 
 
4.1 Whistleblowing is the process for employees of the Diocese only, to raise 

concerns and is the disclosure of information which relates to suspected 
wrongdoing or dangers at work, e.g. an officer of the diocese or employee 
breaking or proposing to break the law, acting dishonestly in any way, or 
otherwise seeking to cover up any wrongdoing. 

 
4.2 Such matters should be reported to the Diocesan Chief Executive Officer and 

will be dealt with under the Diocesan Whistleblowing Policy. 
 
 

5. Complaints procedure 
 
5.1 In many cases, a complaint is best resolved by the person responsible for the 

issue that is being complained about or at the closest level to the 
person/organisation being complained about. For example, in the case of an 
issue at parish level, by following the parish complaints or safeguarding policy. 
If your complaint relates to the conduct of a member of the clergy, then it may 
be appropriate to use the Clergy Discipline Measure, further details of which 
can be found at:   

 
https://www.churchofengland.org/about-us/structure/churchlawlegis/clergydiscipline.aspx 

 
5.2 We expect that all reasonable efforts will have been made to resolve a 

concern swiftly and informally if possible and appropriate. However, we 
appreciate that this may not always be possible or appropriate and therefore 
have the following process in order to deal formally with all complaints raised. 

 
Stage One  
 
5.3 It does not matter who initially receives your complaint and it can be in written 

form or verbally.  All staff in the Diocese will make sure it reaches the 
appropriate person in the safeguarding team to deal with your concerns (the 
Investigator).  Ideally, the complaint should be directed to the Diocesan 
Safeguarding Adviser (DSA) or the Assistant Diocesan Safeguarding Adviser 
(If the complaint relates to the DSA, then the complaint should be directed to 

https://www.churchofengland.org/about-us/structure/churchlawlegis/clergydiscipline.aspx
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the Diocesan Chief Executive Officer). This can be in writing or by telephone. 
A record will be taken of any telephone conversation and shared with the 
complainant to ensure accuracy. The person receiving your complaint will 
confirm in writing that they have received the complaint and that the 
investigator will respond fully within two working weeks. A copy of this 
Complaints Procedure will be supplied to the complainant. 

 
5.4 Within this timescale, the DSA will appoint an investigator.  This will usually be 

the DSA or in the case of a complaint against the DSA, it will usually be the 
Diocesan Chief Executive Offer or their appointee.  The Investigator will do 
the following: 

 
• make all necessary and appropriate enquiries to establish the substance 

of the complaint and any attempts already made to resolve the matter 
informally; 

 
• initiate further discussions or meetings with the complainant, if required, 

to fully understand their issue, seek clarity and be clear on what would 
constitute a resolution for them; 

 
• speak with any other parties, as required in order to ensure that they 

have the necessary information available to respond to the complaint. 
 
5.5 If it is not possible to respond to your concerns within two working weeks, the 

Investigator will advise you when a response can be expected. 
 
5.6 If necessary, the Investigator will determine subsequent actions and where 

necessary and appropriate, arrange mediation between the parties 
concerned. 

 
5.7 The Investigator will confirm the outcome of their inquiries in writing, 

confirming their judgement on whether the complaint is upheld or not.  
 
5.8 Where a complaint is upheld, the complainant will be advised that action has 

been taken but is not entitled to know the details of how the Diocese has 
responded to the person responsible for the concerning behaviour. 

 
5.9 It is hoped that in most instances an acceptable resolution will be found and 

that the complaint can be resolved to the complainant’s satisfaction at this 
level. 

 
Stage Two  
 
5.10 If the complainant is not happy with the proposed resolution of their complaint 

at stage one, then within two working weeks of being notified of the proposed 
resolution, the DSA must inform the Diocesan Chief Executive Officer of their 
decision to initiate stage two. 

 
5.11 The Chief Executive Officer will: 
 

• acknowledge receipt of the stage two complaint; 
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• confirm when a response can be expected. The aim will be for 
complainants to receive a definitive reply within four working weeks. If 
this is not possible because, for example, an investigation has not been 
fully completed, a further letter or email will be sent indicating when a full 
reply will be given. 

 
• review all documentation and actions taken. Discuss with the 

complainant the situation from their perspective and why resolution could 
not be reached. All conversations will be recorded in writing and shared 
with the complainant for accuracy. 

 
• discuss with the DSA or member of the DST (where appropriate) and 

consider what an appropriate response and resolution might be, 
including the appointment of an independent investigator to review the 
complaint (this would be an exception). 

 
• where necessary, take advice from the Diocesan Registrar and other 

legal and professional advice such as may be required. 
 
5.12 The reply to the complainant within four weeks, where possible, will inform 

them of the action taken to investigate the complaint, the conclusions of the 
investigation, and any action to be taken as a result of the complaint.  

 
Stage Three 
 
5.13 If the complainant remains unhappy with the outcome at stage two, they 

should request that their concern is escalated to Stage Three. Within two 
working weeks of being notified of the proposed resolution, the DSA must 
inform the Independent Chair of the DSAP of the intention to initiate Stage 
Three. 

 
5.14 The Independent Chair, in discussion with the Diocesan Bishop will agree an 

independent person to investigate the complaint. 
 
5.15 The independent person will: 
 

• acknowledge receipt of the stage three complaint; 
 
• confirm when a response can be expected. The aim will be for 

complainants to receive a definitive reply within four working weeks. If 
this is not possible because, for example, an investigation has not been 
fully completed, a further letter or email will be sent indicating when a 
full reply will be given. 

 
• review all documentation and actions taken to ensure that due process 

has taken place. Discuss with the complainant the situation from their 
perspective and why resolution could not be reached. All conversations 
will be recorded in writing and shared with the complainant for 
accuracy. 

 
• discuss with the Diocesan Safeguarding Team and the Diocesan 

Bishop to agree an appropriate response to the complaint. 
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5.16 The Independent Chair of the DSAP will confirm the outcome in writing and 
outline the options available to the complainant if they remain unhappy with 
the response. 

 
5.17 There is no internal appeal for a complaint to go beyond stage three, and the 

matter will be considered complete at this point. 
 
5.18 The external options for the complainant to escalate their concerns will vary 

depending on the circumstances of the complaint and those parties involved 
in the concerns.  The options include: 

 

• National Director (Church of England National Safeguarding Team) 

• Social Work England 

• Parliamentary Ombudsman 

• Charities Commission 

• Legal Action/Employment Tribunals 

• Arbitration Services 

• Police 
 
 

6. Involvement of other parties in handling the resolution of 
complaints 

 
6.1 At all stages of the above Complaints process, mediation is available and 

should be encouraged if by using mediation, the concerns can be resolved to 
the satisfaction of both parties.  This section identifies a number of different 
bodies who can offer mediation services but is not intended to be a 
comprehensive list. 

 
6.2 The above process identifies the person who will usually be best placed to 

deal with complaints about the way in which safeguarding concerns or 
allegations have been dealt with. Where a complaint is in connection with the 
DSA, your complaint should be sent to the Chief Executive Officer in the first 
instance.  If the complaint is about the Chief Executive Officer, then you 
should contact the Bishop’s Chaplain or the Independent Chair of the DSAP.  
They will seek the guidance of the Diocesan Registrar and such other legal 
and professional advice as may be required to ensure that we deal with your 
complaint well. 

 
6.2 The National Director can be contacted using the following email 

safeguardingeo@churchofengland.org or via the main Church of England 
website https://www.churchofengland.org/contact-us  

 
6.3 If the person about who the complainant has concerns is a professionally 

qualified social worker, they will be registered with Social Work England.  
Social Work England can be contacted via tel. number 0808 196 2274 

 
6.4 The Parliamentary Ombudsman can be contacted where all internal 

procedures have been exhausted.  The Ombudsman can be contacted  by 
phone on 0345 015 4033 or via the website 
https://www.ombudsman.org.uk/about-us/contact-us  

 

mailto:safeguardingeo@churchofengland.org
https://www.churchofengland.org/contact-us
https://www.ombudsman.org.uk/about-us/contact-us
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6.5 The Charities Commission can be contacted where the complainant feels that 
there is unsafe practice that might impact on the Diocese or the parish as a 
charitable organisation.  For further details see section 8 below. 

 
6.6 The Diocese is not in a position to recommend specific organisations that 

might assist if the complainant wishes to take legal action or lodge a claim in 
an Employment Tribunal.  The Diocese cannot make recommendations about 
any legal services but would suggest that if unsure whether a particular law 
firm is suitably experienced to represent the complainant, advice can be 
obtained through the Citizens Advice Helpline on 0808 167 7303 

 
6.7 There are a number of Arbitration Services that can provide advice where the 

usual processes have failed to resolve concerns.  Two examples of such 
organisations offering advice and guidance are Resolve who can be contacted 
via their website  https://resolvechristianmediation.com/ and ACAS who can 
be contacted via their website https://www.acas.org.uk/  

 
6.8 Where the complainant believes that a criminal offence has been committed 

the Police should be contacted via a local number, 101 
 
 

7. Monitoring complaints and lessons learned 
 
7.1 The DSA will ensure that a log is kept of all complaints received, the timescale 

of the resolution process and the lessons learned. 
 
7.2 The number, type and outcome of any complaints will be reported 

anonymously once a year to the DSAP so that any trends or further actions 
deemed necessary can be considered. 

 
 

8. Referral of serious concerns to the Charity Commission 
 
8.1 If you do not feel that the resolution of your complaint has resolved your 

concerns and the issues of concern pose a risk of significant harm to the 
beneficiaries, assets, services or reputation of the Diocese of Southwell and 
Nottingham you may refer your complaint to the Charity Commission. 
Information about the kind of complaints the Commission will consider can be 
found on their website: 
https://www.gov.uk/government/publications/complaints-about-charities. 

 
 

9. Malicious and Vexatious Complaints 
 
9.1 Very occasionally, an inquiry will determine that a complaint has no basis and is 

considered malicious in its intent.  The Diocese has a duty of care to protect its 
staff from unreasonable behaviours that could adversely affect their wellbeing 
of performance in the workplace.  When the Investigator or independent person 
finds evidence that a complaint is malicious, the Chief Executive Officer, 
Independent Chair of the DSAP and the Registrar will meet to discuss whether 
any actions are required to ensure the safety of staff. 

 

https://resolvechristianmediation.com/
https://www.acas.org.uk/
https://www.gov.uk/government/publications/complaints-about-charities
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9.2 Even more rarely, inquiries can be frustrated from reaching a satisfactory 
conclusion because of repeated complaints being made, with the purpose of 
frustrating due process.  If the Diocese feels that the complaint is vexatious, the 
Chief Executive Officer will advise the Diocesan Registrar and the complainant 
will be informed that they are considered a vexatious complainant.  Any future 
concerns that are not substantially different will not be responded to by the 
Diocese. 

 
9.3 Malicious and or vexatious complaints are very rare and will not be used to 

stifle appropriate concerns being brought to the attention of the Diocese.  The 
safeguarding team welcomes comments and concerns that could improve the 
service offered and complainants should be reassured that the process 
described above will always be followed before a decision is taken not to 
respond further. 

 
 
 
 
 
 
Julian Hodgson 
DSA Designate 
Diocese of Southwell & Nottingham 
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