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for clergy wellbeing

COMPLAINTS PROCEDURE

Owner: Trustees
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Review Period: 5 years

Review Details: Inclusion of safeguarding trustee email for raising complaint

Procedure for responding to complaints

Details of regulatory bodies (appendix one)

Inclusion of data protection complaints in line with Data (Use
and Access) Act

St Luke's views complaints as a chance to put things right for the individual who
makes the complaint or raises a concern as well as an opportunity to learn and
improve for the future.

Our policy is:
To provide a fair complaints procedure which is clear and easy to use for
anyone wishing to make a complaint.
To publicise the existence of our complaints procedure on our website so
that people know how to contact us to make a complaint
To make sure everyone at St Luke's knows what to do if a complaint is
received
To make sure all complaints are investigated fairly and in a timely way
To make sure that complaints are, wherever possible, resolved and that
relationships are repaired

To gather information which helps us to improve what we do and how we
doit.

Maintaining confidentiality is essential, and security of data relating to individuals
must be protected in accordance with the Data Protection Act (2018). No
confidential information relating to complaints will be disclosed to any third party
unless St Luke's has the complainant's consent or some other lawful authority to
do so.

A complaintis any expression of dissatisfaction, whether justified or not, about any
aspect of the work of St Luke's for Clergy Wellbeing (working name of St Luke's
Healthcare for the Clergy).
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Complaints may come from:
Clergy/Individuals or their families receiving treatment or care
Participants in, or facilitators of, pastoral supervision, training workshops or
reflective practice groups
Donors and supporters of the charity
Volunteers, advisers or Trustees of the charity
Individuals for whom we hold data for

Where a complaint is received, it must be made clear that it is intended to be a
formal complaint.

This policy does not cover complaints from staff, who should use the Grievance
Policy.

Independence and impartiality are central to this procedure. At no stage will:

e A complaint be investigated by the person complained about
e A reviewer be involved who has a conflict of interest, whether actual or
perceived.

Any potential conflict of interest must be declared immediately, and an alternative
investigator or decision-maker appointed.

Complaints should normally be made in writing and addressed to the Chief
Executive and submitted:

By post:

CEO

St Luke's for Clergy Wellbeing
Room 103, Church House
Great Smith Street

London

SW1P 3AZ

By e-mail to tim.ling@stlukesforclergy.org.uk

Verbal complaints may be made by phone to the Chief Executive, on 020 4546
70060.

If a complaint relates to the Chief Executive, or if the complainant feels unable to
raise it with them, the complaint should be sent directly to the Trustee responsible
for safeguarding at: safeguardingtrustee@stlukesforclergy.org.uk.
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Anyone receiving a complaint must:
Record the facts accurately
Confirm that the matter is intended to be a formal complaint
Obtain contact details and the complainant's relationship to St Luke's
Explain what will happen next and give an indication of timescales.

Complaints will be recorded on the complaints log.

The needs of both complainants and staff involved will be considered, and all
parties will be treated with dignity and respect.

Stage One
On receipt, the Chief Executive (or an appropriate Trustee where relevant) will
appoint an independent investigating person, who:

e Has had no prior involvement in the matter

e Has no line management or supervisory relationship with the person
complained about.

St Luke's is committed to working with regulatory body procedures in response
to complaints.

Where the complaint concerns:

e Cognacity - complaints should be made directly to them using the
complaints procedure on their website: www.cognacity.co.uk. Individuals
may wish to make St Luke's aware that a complaint has been logged with
them, but Cognacity will be responsible for responding to the complaint.

e Private Practitioner - complainants should try resolving the issue directly
with them through their complaints procedure. A list of regulated bodies
can be found at the end of this procedure.

e Workshops, or other wellbeing activities ran by St Luke's - An
Investigation Officer will be appointed to review the complaint and carry
out a full investigation.

e Pastoral Supervision and Reflective Practice Groups facilitated by St
Luke’s - An Investigation Officer will be appointed to review the complaint
and carry out a full investigation.

Where the complaint directly relates to St Luke's activities, complaints will be
acknowledged within 10 working days confirming:
e Who is handling the complaint
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e The expected timeframe for a full response
e Who the point of contact is for any questions

All data protection complaints will be acknowledged to within 30 days. The 30
days starts from the day after the complaint is received by St Luke's and includes
calendar days.

As part of any investigation St Luke's is leading on, we may ask the individual
further questions for clarification, and what outcome the individual is looking for.

Where St Luke's holds full responsibility for responding to the complaint, a full
written response should normally be provided within 30 days of the complaint
being received. Where this is not possible, an update and revised timescale will
be provided.

Responses will explain:
e How the compliant was investigated
e The conclusions reached
e Any actions taken or learning

There may be circumstances where St Luke's need to refer the complaint to
external regulatory bodies and are therefore unable to give a response in line with
the above timescales. Where this is the case, the complainant will be kept
informed.

Stage Two

If the complainant is dissatisfied with the Stage One outcome, they may request a
review by a Trustee. This request should be put in writing to the Chair of Trustees
within 5 working days of the complaint outcome being sent.

The review will be led by a trustee with no previous involvement or conflict of
interest.

The review request will be acknowledged within 10 working days and a full
response issued within 30 days wherever possible.

The decision taken at this stage is final, unless the Trustees decides it is
appropriate to seek external assistance with resolution.

Complaints may be raised with the Charity Commission at any stage. Guidance is
available at: www.charitycommission.gov.uk/publications/cc47.aspx

For data protection complaints, individuals can contact the Information
Commissions Office (ICO) via the website: htips.//ico.org.uk/make-a-
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complaint/data-protection-complaints/ or by phone on 0303 123 1113.

Complaints are reviewed annually to identify themes, learning and service
improvements.

This policy is reviewed every five years, or sooner if required by learning, feedback
or changes in regulation or practice.

Appendix 1: Regulatory Bodies

ACC

Association of Christians in Counselling and Linked Professions
Accredited by the Professional Standards Authority

Website includes register of professionals and how to complain
https.//www.acc-uk.org

APSE

Association for Pastoral Supervision & Education (APSE)
Website includes code of conduct, and accredited members
https.//www.pastoralsupervision.org.uk

BACP

British Association of Counselling and Psychotherapy

Website includes register, ethics and good practice, and complaints procedure
https.//www.bacp.co.uk

HCPC

Health and Care Professions Council

Website include register, standards and concerns
https.//www.hcpc-uk.org
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