Internal Complaints Policy

Arnold Road Evangelical Church

Purpose

As members of the church, we strive to do all things in a way that pleases the Lord Jesus Christ. We
desire to love one another and respect the Elders of the church. We also remember that we are all
sinners and we all make mistakes. This policy gives guidance to resolve concerns and complaints
members may have about a matter in the church. It supports the complaints procedure.

Guidance and Principles

We seek to resolve complaints under the authority of the Lord Jesus Christ, guided by the truth of
Scripture, our love for one another and by honouring the Rules of the Church.

The Elders of the church are responsible to deal with any complaints and may choose to deal with
some issues themselves or delegate to other mature members of the Church. The Complaints
Procedure should be characterised by the following principles:

e Fairness and Love: We listen to one another, to understand concerns, identify facts honestly,
and seek the best solutions in a spirit of peace-making.

o Repentance and Forgiveness: Where sin is involved, we apply gospel principles to seek
repentance and offer forgiveness.

e Gentleness and Patience: Clear communication and a patient approach are central to
resolving disputes effectively.

e Church or State Jurisdiction: We discern between matters that fall under the church’s
responsibility and those that must be referred to state authorities.

Biblical examples of dealing with disagreements in the church
Here are three Biblical examples of areas of complaint and a Biblical reference.

e Personal Disagreements: Matthew 18
o Iftwoindividuals disagree, they are encouraged to meet and resolve the matter together.
If unresolved, others may help them. If still unresolved, the Elders may bring a resolution
proposal to the church. The church’s decision will carry final authority and may include
church discipline where necessary.
o Different opinions: Romans 14
o Complaints about differences of opinion need to be heard, but often there is no easy
resolution and so it is important to look to the benefit of the whole body and be willing to
live together with our differences.
e Complaints Against Elders: 1 Timothy 5:17-25
o Complaintsinvolving an Elder will be assessed by the remaining Elders to determine the
best course of action. If significant complaints arise against the Eldership then the
Elders should consider consulting with FIEC for help with mediation.



A huge amount could be said regarding how to deal with complaints and the disagreements that can
arise in the life of the church. A very helpful book full of practical advice is, ‘The Peacemaker’ by Ken
Sande, subtitled: A Biblical guide to resolving personal conflict.

Heart Attitudes

We should be prayerful and watchful over our heart in both making complaints and receiving
complaints. The process can be constructive when the heart is full of love, but it can be exhausting and
distressing where there is anger and malice.

e Making a complaint: Should not be done in a spirit of revenge with the aim of insulting or
intimidating someone. Nor with threats as a tool of manipulation to get your own way. It should
be because there is a real problem and you desire it to be addressed and resolved. There should
be a humble recognition that mistakes can be made by us all, and that you might have
misunderstood the context of a situation. The aim is not to make vindictive personal complaints
but to raise the problem in a fair, factual way, with a desire to be forbearing and forgiving.
Truthful statements made politely and firmly.

e Receiving a complaint: Should not be viewed as an annoying problem but as an opportunity to
learn to make improvements, to identify if there has been sinfulness and to repent from sin.
Repentance does not only involve giving an apology but also seeking to right what has been
wronged and to put measures in place to avoid a repeat. If the complaintis inaccurate, it is still
important to show love and patience and to be clear in communication. It can be important to
highlight the distinction between the people involved and the event or issue that has caused the
problem; resolving the issue is only part of healing the relationships. The response should not
be angry or dismissive, but kind, fair and gentle. Truthful statements made politely and firmly.

Avoiding Complaints

Many complaints arise and cause divisions and damage to relationships because basic common sense
has been ignored. The Eldership should use wise principles of managing the church that will reduce
many types of complaint. Such as:

e Changes to traditions in the church should be introduced gently and with patient explanation

e |mportant proposals should be given to members well in advance of meetings and there should
be opportunity for members to talk about them with a leader.

e Communication should be clear and distributed equally

e Concern should be to emphasise the primary doctrines and practices of Scripture and not on
secondary issues

e Good relationships of love and care will enable many matters to be discussed in normal
conversations

e Listeningto feedback from members in the church with humble reflection

e Affirming and encouraging members in their service as well and offering gentle correction in the
truth

e Reminding members of the sacrifice of the Lord Jesus as a pattern for our lives

e Impartiality in regard to race, gender, age, educational and financial ability. Acts 6



Internal Complaints Procedure

1. Informal Procedure
e A member may phone, email or speak with the Pastor or an Elder to express their concern.

e Manyissues can be resolved in a single conversation. In more complex cases, the matter can be
brought to an Elders meeting for discussion, and an agreed path for investigation and resolution
will be decided upon. If appropriate, then it may be upgraded to follow the formal procedure

e 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 meets with an Elder or a designated individual.

o Prayer and Scripture reading set the tone for the meeting. In a tense situation it can be
useful to establish the Biblical principles for resolving disagreements.

o The complaintis documented in the complainant’s words and an agreed summary.
o Thedesired outcome is recorded.

o The written summary is emailed to the complainant and shared with the Elders,
highlighting any additional concerns or conflicts of interest.

2. Assessment and Investigation:
o The Elders (or designated individuals) determine whether the complaint involves:
= Safeguarding or legal matters. In which case safeguarding policy is followed.

= Conflicts of interest (e.g., involving an Elder or family members). In which case a
mature Christian may be asked to help.

= Vexatious complaints lacking substantial evidence.

o The Elders decide on next steps: immediate resolution, further investigation, or other
action.

o The complainantis informed of the process and expected timelines.

o Investigation takes place. Additional meetings may be arranged if necessary.



3. Resolution:

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

o Pastoral supportis offered.

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. Elders’ Review:

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

3. Outcome Communication:
o The Elders provide a written decision and explanation.

o Iffurtherinvestigation is agreed, this is undertaken, and the information and resolution
decision communicated to the complainant.

o Pastoral supportis offered.

4. Church Involvement (if necessary):

o Ifunrepentantsinis involved, the matter may be brought before the church, and
discipline measures may be taken.



