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Chelmsford Diocesan Board of Finance 

Complaints Policy and Procedure 
 

1. Introduction 
 

1.1 The Chelmsford Diocesan Board of Finance (referred to as the CDBF) welcomes both 

positive and negative constructive feedback.  This policy is designed to provide a 

guidance mechanism which is clear, concise and easy to understand for anyone wishing 

to make a complaint or provide feedback in connection with the CDBF’s work. 

 

1.2 This policy applies to an external complaint made against the CDBF or against one or 

more of its employees, volunteers or anyone else acting on its behalf, where the 

organisation has allegedly failed to meet a requirement. 

 

1.3 A complaint is an expression of dissatisfaction, treated without prejudice, at the time of 

submission.  If you are satisfied or dissatisfied there is the opportunity to discuss with 

the individual whom your feedback concerns in the first instance.   

 

1.4 A complaints system allows individuals the chance to resolve issues and repair 

relationships through the use of appropriate CDBF policies. The HR Manager can offer 

advice and guidance and will be pleased to receive suggestions for improving this policy. 

 

1.5 All complaints will be treated sensitively, confidentially, within current GDPR legislation 

and within a specified timeframe.  

 

1.6 At each stage of the procedure, the aim will be to reach a satisfactory conclusion, 

rather than escalate to the next level.  The CDBF aims to resolve matters as swiftly and 

effectively as possible and promotes the use of informal resolution in the first instance.   

 

1.7 Complaints should be submitted as soon as reasonably possible and will not normally 

be considered if submitted later than 28 working days after the incident. Complaints 

must be made in writing, either by letter or email, and addressed to the HR Manager or 

relevant Head of Department (http://www.chelmsford.anglican.org/diocesan-staff).  The 

postal address is Diocesan Office, 53 New Street, Chelmsford, CM1 1AT.   

 

1.8 The letter or email of complaint must cover the nature of the complaint and describe 

the resolution you are seeking. Complainants must disclose any actual or potential 

conflicts of interest.  

 

1.9 A third party complainant must have sufficient interest in the matter, or person to 

which the complaint relates, and have been directly affected by the actions of the 

CDBF.  It will be necessary for the third party to explain why they are bringing a 

complaint; their relationship with the parties; their interest and/or involvement in the 

matters raised; and how they have been directly affected by the actions of any persons 

acting on behalf of the CDBF. 

 

 

 

http://www.chelmsford.anglican.org/diocesan-staff
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2. This policy does not cover: 
 

2.1 Matters that have already been investigated through this or an equivalent complaints 

procedure including persistent and vexatious complaints. 

2.2 Matters relating to the safeguarding of children and vulnerable adults are determined 

according to national policies. Complaints relating to safeguarding will only be considered 

if they relate to the conduct of CDBF staff in their compliance with national policies and 

practices (https://www.churchofengland.org/more/safeguarding/policy-practice-guidance).  

2.3 Complaints relating to the Chelmsford Diocesan Board of Education, where the CDBE’s 

policy should be used (http://www.cdbe.org.uk/schools/policies/complaints-policy).  

2.4 Complaints relating to diocesan church schools, where the individual school’s complaints 

process should be used.  

2.5 Complaints relating to local parochial matters, where the matter should be referred to 

the relevant Parochial Church Council (PCC).  

2.6 Complaints relating to clergy housing, where the process within the Residents Guide 

should be followed (http://www.chelmsford.anglican.org/property-department).   

2.7 Complaints from CDBF employees, who should use the CDBF’s Grievance Procedure.  

2.8 Complaints relating to Bullying and Harassment, whereby Ecclesiastical office holders and 

Laity should use the Getting on Together Policy and CDBF employees should use the 

Dignity at Work section in the Staff Handbook. 

2.9 Whistleblowing concerns from members of staff, who should use the CDBF’s 

Whistleblowing Procedure.  

2.10 Complaints from Ecclesiastical office holders where the matter is a grievance relating to 

the exercise of the office held - the Archbishop’s Council has set out a Code of Practice 

and supportive advice for dealing with grievances. 

2.11 Issues relating to the capability of Ecclesiastical office holders should be addressed under 

the Capability Procedure.  

2.12 In addition, this policy is not to be used as a substitute for the Clergy Discipline Measure, 

which is a separate system and can be found at https://www.churchofengland.org/about-

us/structure/churchlawlegis/clergydiscipline.aspx  

2.13 Anonymous complaints will not be dealt with, unless there is significant evidence of a 

valid case and good reason to protect the identity of the complainant. 

 

  

https://www.churchofengland.org/more/safeguarding/policy-practice-guidance
http://www.cdbe.org.uk/schools/policies/complaints-policy
http://www.chelmsford.anglican.org/property-department
https://www.churchofengland.org/about-us/structure/churchlawlegis/clergydiscipline.aspx
https://www.churchofengland.org/about-us/structure/churchlawlegis/clergydiscipline.aspx
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3. The Complaints Procedure  
 

The procedure has three stages: - 

 Informal Resolution  

 Formal Stage, including Investigation  

 Appeal  

 

 

4. Informal Resolution Stage  
 

4.1 Once a complaint has been received, the relevant Head of Department will normally 

review and respond to the complaint in writing within 10 working days. We aim to 

respond to all complaints within the above timescale.  However, if a complaint is very 

complex it may occasionally be necessary to extend the time limit.  If this is the case we 

will keep the complainant informed of progress with the investigation, the reasons for 

the delay and the new deadline. 

 

4.2 The response may include the offer of a meeting to discuss the matter. Any outcome 

agreed by all parties at this stage will be set out in writing and the complaint procedure 

concluded as ‘informal resolution’.  

 

4.3 During any stage of the procedure, a complainant has the maximum of 28 days from 

the date of the final response to request that their complaint be progressed to the next 

stage. 

  

 

5. Formal Stage - Investigation  
 

5.1 If you remain dissatisfied with the informal resolution, or the matter is appropriate for 

additional investigation, the CDBF will undertake further investigation.   

  

5.2 The investigation will be conducted by an independent person, who may be a Head of 

Department from a different area of the CDBF, or separately commissioned by the 

Chief Executive. The investigation may involve interviewing anyone involved and 

reviewing relevant paperwork.  

 

5.3 The investigation will normally be completed within 28 working days. In exceptional 

circumstances (those which are beyond the control of the investigator) an extension 

can be requested by application to the Chief Executive. 

  

5.4 The investigator will provide a report to the Chief Executive, who will consider and 

consult on any action needed. 

  

5.5 You will normally be provided with written feedback within 10 working days after 

completion of the investigation and this may be carried out face-to-face if appropriate. 

 

5.6 Your desired resolution may request that disciplinary action to be taken against an 

employee. However, this decision is the responsibility of the CDBF. If disciplinary 

action is taken against a CDBF employee this will remain confidential to the individual 

concerned and no specific details of this will not be provided to the complainant.   
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6. Appeal  
 

6.1 It you remain dissatisfied with the outcome of the investigation stage, you have 28 days 

from receipt of the written feedback to appeal against the decision. Any appeal should 

be submitted in writing and sent to the Chair, Chelmsford Diocesan Board of Finance, 

Care of Diocesan Office, 53 New Street, Chelmsford, CM1 1AT. 

 

6.2 On receipt of the letter of appeal, the CDBF will arrange for an appeal panel, normally 

consisting of at least two representatives who have had no prior involvement with the 

complaint to consider the appeal. The Appeal Panel will consider the report, the 

comments of the Chief Executive and the view of the appealant before deciding the 

outcome of the appeal.  

 

6.3 The appeal panel will normally consider and respond to the appeal within 28 working 

days.  

 

6.4 The decision of the Appeal Panel will be final. 

 

 

7. Variation  
 

7.1 The CDBF may vary this procedure for good reason. This may be necessary to avoid a 

conflict of interest. For example, a complaint about the Chief Executive would go to 

the Chair, and the Chief Executive would not be involved in the investigation process. 

 

 

8. Charity Commission 
 

8.1 Complaints can be made to the Charity Commission at any stage. The commission’s 

involvement in looking at complaints is limited to issues that pose a serious risk of 

significant harm to a charity’s beneficiaries, assets, services or reputation. Information 

about the kind of complaints the Commission can involve itself in can be found on their 

website at: http://forms.charitycommission.gov.uk/raising-concerns/  

 
 

 

 

 

 

http://forms.charitycommission.gov.uk/raising-concerns/

