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Complaints and Grievances Policy 

This Complaints and Grievance Policy is used to deal with a problem or a complaint that a staff or volunteer 
raises. If the staff or volunteer has a problem (or ‘grievance’) at work a first option is to raise it informally  
with the Executive Director where you may be able to agree a solution informally between you. The 
Executive Director will respond, even if the problem is raised informally. If the complaint or grievance is 
related to the Executive Director or Operations Manager you can raise it with the Artistic Director.  
 
The Executive Director will actively listen to the concerns raised and work collaboratively with the staff 
member or volunteer to identify possible solutions. This may involve proposing changes to work practices, 
offering additional support or resources, or facilitating communication between relevant parties. 
 
Handling grievances informally involves creating a safe space for open communication and problem-solving. 

Here's a more detailed breakdown of how Pan will approach an informal grievance: 

1. Open Door Policy: Staff or volunteers are encouraged to feel comfortable approaching the 
Executive Director with any concerns they may have. Pan has an open-door policy where individuals 
are welcome to discuss issues without fear of reprisal. 

2. Active Listening: The Executive Director should practise active listening. This means giving their full 
attention to the concerns being expressed, acknowledging the emotions involved, and seeking to 
understand the root cause of the issue. 

3. Empathy and Understanding: The Executive Director should demonstrate empathy and 
understanding to validate the feelings of the staff member or volunteer. The Executive Director 
should put themselves in the other person's shoes and empathise with their perspective. 

4. Flexibility and Adaptability: The Executive Director should be willing to adapt and make changes 
as needed to address the grievance. This may involve adjusting work practices, providing additional 
support or resources, or facilitating better communication between relevant parties. 

5. Confidentiality: The Executive Director will respect the confidentiality of the grievance process. 
Confidentiality is essential to create a safe environment where individuals feel comfortable 
expressing their concerns without fear of judgement or retaliation. This is on the understanding that 
there is no disclosure made which is a safeguarding concern which would need to be handled in 
accordance with Pan’s safeguarding procedure.  

 
By approaching grievances informally in this way, Pan Intercultural Arts can foster a culture of open 
communication, trust, and mutual respect, leading to more effective problem-solving and stronger 
relationships among team members. 
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1. Formal Grievance 
The Complaints and Grievances Policy is a formal way for a staff or volunteer to raise a problem or 
complaint to Pan. You can raise a grievance if:  

- You feel raising it informally has not worked 
- You do not want to deal with it informally 
- It is a very serious issue, for example sexual harassment, discrimination or bullying 

You should put this in writing to the Executive Director and we would recommend keeping it factual, as best 
you can. If the complaint is about the Executive Director or Operations Manager you can raise it with the 
Artistic Director or Chair of the Board.   
 

2. Grievance Hearing 
Upon receipt of the written complaint, the Executive Director (or person dealing with the complaint) will 
organise a meeting, usually within 5 working days, to discuss your grievance. In this meeting you are able to 
bring a colleague, trade union representative or someone you are close with to accompany you.  
 
After the meeting, the Executive Director will give you a decision of what actions will be taken in writing, 
usually within 24 hours. If they need more information before making a decision, they will inform you of this 
and the timescale.  
The grievant will be asked if they are satisfied that the complaint has been addressed. If so, the case will be 
closed, if not it will be taken to Appeal.  
 

3. Appeal 
If you are unhappy with the decision on your grievance you can raise an appeal. You should tell the 
Executive Director. You will be invited to an appeal meeting, normally within 5 working days, with Pan’s 
Chair of the Board of Trustees or another Trustee if they are unavailable. The Board will investigate the 
complaint and initiate a way to address it and then reply to the grievant within 10 days. If this time frame is 
not possible, the Board will send an interim response informing of the action being taken and date for future 
correspondence.  
 
After the meeting, the person running the meeting will give you a decision, usually within 24 hours. This 
decision will be the final decision.  
 
Once this outcome has been agreed, if you are still not satisfied following the actions and communications 
taken by the Board, the grievance can be taken to the Charity Commission. 
https://www.gov.uk/complain-about-charity 
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4. Other parties involved 
If the complaint is in regard to a member of the Pan team, that member will be kept informed of the charge 
and given an opportunity to respond. If necessary, we will follow the Disciplinary Procedure with that 
person.  
 
Participants have the same rights to utilise the complaint procedures outlined in this policy. If a participant 
wishes to make a complaint, they can do so by communicating their concerns to the Project Director. The 
Project Directors will ensure that the complaint is appropriately documented and passed on to the 
Executive Director for further action. 
 
This process ensures that participants have access to the same avenues for raising complaints as other 
members of the organisation, and that their concerns are taken seriously and addressed in a timely manner. 
 

5. Data Collection 
In order to ensure transparency, accountability, and continuous improvement in our grievance handling 
process, all complaints, whether raised informally or formally, will be recorded by Pan’s Executive Director. 
 

6. The Disciplinary Policy 
Here is a link to the disciplinary policy (section 23) if the staff want to review it.  

The process outlined in the Complaints and Grievance Policy aligns with both general principles outlined in 
the Acas Code of Practice and relevant legislation regarding grievance handling in the workplace. 

Review 
The Complaints and Grievances policy will be reviewed every two years or when risk assessments indicate 
policy and procedures should be amended, whichever is the soonest. 
 
Current Review: September 2024 
Date of approval by the Board of Trustees: December 2024 
Next Review: August 2026 
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