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COMPLAINTS POLICY 

Introduction 

The church staff and elders seek to serve all those within the church, without discrimination, so that 
together we may honour Christ and become more like him.  We recognise we may not always act in such a 
way and that issues cannot always be easily resolved.  Concerns of this nature matter to us and we want to 
take them seriously, hence the provision for a formal complaints policy against church staff or elders.   

Before making a complaint 

Before making a formal complaint, we would ask you that you consider the following:  

If this complaint constitutes a safeguarding concern it should be raised in line with the safeguarding policy 
or by contacting the Safeguarding Coordinator (Simon Aellen) directly. 

History sadly teaches us criminal behaviour can occur, even within a church.  The existence of a complaints 
policy is not meant to discourage or prevent reporting of a crime. 

You may raise your concern with the individual involved, though we recognise this may not be appropriate 
or possible.  Prior to raising a formal complaint, you are welcome to informally raise concerns with the 
Senior pastor or one of the elders.  Our prayer is that this would lead to resolution, and repentance where 
needed. 

Our formal complaints procedure 

1. A complaint should be raised in writing with the Senior Pastor including: 
o Confirmation this is a formal complaint. 
o Contact details so we may ask for further information. 
o An outline of the basis of the complaint. 
In the event of the complaint being against the Senior Pastor the complaint should be raised with any 
of the non-staff elders. 

2. Your complaint will be formally acknowledged and investigated.  Complaints will be dealt with 
discreetly and with sensitivity.  You are welcome to request that your identity remains confidential, 
though this may hinder investigation.  We would ask that you also act with discretion, for example by 
not sharing your complaint widely while we investigate. 

3. Usually, you will be invited to a meeting as part of the investigation; the person against whom the 
complaint is made will only be present with the agreement of all parties.  You will be free and 
encouraged to bring a witness to any meeting concerning your complaint.  
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4. Once investigated a decision will be made whether the complaint should be resolved internally or 
referred to an appropriate external agency (Christian organisation such as the FIEC, local authority or 
police for example). 

5. The decision will be communicated in writing as soon as possible, though an investigation may 
require some time. 

6. A record will be kept of the complaint and resolution. 
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