
External Complaints Policy and Procedure 

Arnold Road Evangelical Church 

 

Purpose 

To help resolve any complaints made about the church. 

It is for ‘external’ complaints, that is for people who are not formal members of the church. A 
separate procedure including Bible teaching and involving prayer is used for members. 

 

Guidance and Principles 

The Complaints Procedure should be characterised by the following principles: 

• Fairness and Kindness: We listen to one another, to understand concerns, identify 
facts honestly, and seek the best solutions. 

• Gentleness and Patience: Clear communication and a patient approach are central to 
resolving disputes effectively. Aggressive threatening behaviour may need to be reported 
to the police. 

• Responsibility: The church leaders (called ‘Elders’) are responsible for ensuring that 
complaints are dealt with in a prompt and fair manner. They will distinguish between 
matters that fall under the church’s responsibility and those requiring external legal or 
safeguarding procedures.  

• Procedure: The complaint will follow the stages of the procedure outlined below. 

 

1. Informal Procedure 

• You may phone, email or speak with the Pastor or an Elder to express your concern. 

• Many issues can be resolved by a conversation or email exchange. In more complex 
cases, the matter can be brought to an Elders meeting for discussion, and a process for 
investigation and resolution will be agreed upon.  

• The process may involve regular interaction with the complainant but will conclude with 
an agreed verbal resolution. In more involved cases it may be wise to keep a written 
record of the agreed resolution; for example save the confirmation email. 

 

 

 

 

 



 

2. Formal Procedure 

If the concern cannot be resolved informally, a formal process is available: 

1. Initial Meeting: 

o The complainant agrees to begin the formal complaints procedure. 

o The complaint is documented in the complainant’s words and an agreed 
summary.  

o The desired outcome is recorded. 

o The complainants name and contact details are recorded 

o Following the meeting a written summary is given to the complainant and shared 
with the leaders. 

2. Assessment and Investigation: 

o The Elders decide on next steps: an immediate resolution may be proposed or, 
further investigation required, or external support be consulted. 

o The complainant is informed of the process and expected timelines. 

o Additional meetings may be arranged if necessary. 

3. Resolution: 

o The Elders agree on resolution requirements, document them, and share the 
outcome with the complainant, including reasons and an option for appeal. 

 

3. Appeal Process 

If the complainant is dissatisfied with the resolution: 

1. Request for Appeal: 

o The complainant provides new information or reasons for reconsideration. 

2. Review: 

o The Elders reassess the complaint and determine whether further investigation 
is required or if the original decision stands. 

o The Elders provide a written decision and explanation. If further investigation is 
required, this is done in a timely way and the complainant is kept informed. 

 

 


