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Applies to:
 All members, attendees, beneficiaries, volunteers, leaders, trustees, contractors and any individual interacting with the Charity (“the Charity”).

1. PURPOSE
The Charity is committed to transparency, accountability and continuous improvement.
This Complaints Policy provides a structured and fair process for raising concerns about the conduct, decisions, or service delivery of the Charity where the matter does not fall within safeguarding or whistleblowing procedures.
The purpose of this policy is to:
· Ensure concerns are handled fairly and proportionately
· Protect individuals from harm or injustice
· Protect leaders from unfair allegation
· Protect trustees from governance failure
· Maintain public trust and confidence

2. TRUSTEE LEGAL DUTY
Trustees have a legal duty under charity law to:
· Act in the best interests of the Charity
· Manage risk appropriately
· Protect beneficiaries
· Ensure complaints are handled independently and fairly
Failure to handle complaints appropriately may constitute misconduct or mismanagement under charity law.
Trustees retain ultimate responsibility for oversight of this policy.

3. SCOPE
This policy covers complaints relating to:
· Conduct of leaders (where no safeguarding risk is identified)
· Administrative or operational decisions	Comment by Guest User: Revised Scope: 
This policy applies to concerns relating to:
Conduct of leaders where no safeguarding risk is identified
Administrative or operational decisions
Communication concerns
Service quality or delivery of ministry activities
Interpersonal conflict between members, volunteers, or leaders
Organisational processes or governance practice
· Communication concerns
· Service quality
· Interpersonal conflict
· Organisational processes

4. WHAT THIS POLICY DOES NOT COVER
This policy does NOT replace:
· The Safeguarding Policy (risk of harm to children or adults at risk)
· The Whistleblowing Policy (public interest wrongdoing or systemic risk)
· Employment Grievance Policy (for employees)
If, at any stage, information suggests safeguarding risk, criminal activity, or serious governance failure, the matter will be immediately reclassified and escalated under the appropriate policy.
Safeguarding overrides this policy.

5. PRINCIPLES
Complaints will be handled in accordance with:
· Fairness
· Impartiality
· Proportionality
· Natural justice
· Timeliness
· Transparency
· Non-retaliation
Protection of individuals and lawful governance take precedence over reputational concerns.
Complaints will not be suppressed, minimised, or reframed to protect leaders or the Charity.

6. NO SPIRITUAL REFRAMING
In a faith context, concerns must not be dismissed as:
· Purely relational
· A misunderstanding
· A lack of faith
· Disloyalty
· Doctrinal disagreement
Where governance, conduct or risk concerns are raised, they will be assessed objectively and independently.

7. STAGES OF THE COMPLAINT PROCESS

STAGE 1 – INFORMAL RESOLUTION (Optional)
Where appropriate, individuals may attempt informal resolution.
This is not mandatory.
If inappropriate or unsuccessful, proceed to Stage 2.

STAGE 2 – FORMAL COMPLAINT
Complaints must be submitted in writing to:
Complaints Officer (Trustee):
 [INSERT NAME & CONTACT DETAILS]
Complaints should include:
· Nature of concern
· Relevant dates
· Individuals involved
· Supporting information
· Desired outcome (if known)
Acknowledgement will be issued within 5 working days.

STAGE 3 – INITIAL ASSESSMENT (Within 10 Working Days)
Trustees will assess:
· Is this safeguarding?
· Is this whistleblowing?
· Is this a governance concern?
· Is there a conflict of interest?
· Does this meet Serious Incident Reporting threshold?
The classification decision and rationale will be documented.

STAGE 4 – CONFLICT OF INTEREST CHECK	Comment by Guest User: Adapt LICC leadership structure: Lead Evangelist, Ministry leader, Shepherd(s), Trustee /Board of Directors, etc. MW to confirm.
Where a complaint involves:
· Pastor
· Elder
· Trustee
· Senior leader
The Trustee Conflict of Interest Handling Protocol applies automatically.
The individual concerned must:
· Declare conflict
· Recuse themselves
· Have no involvement in handling
Failure to declare a conflict may constitute trustee misconduct.

STAGE 5 – INVESTIGATION
Investigations will follow principles of natural justice:
· Impartiality
· Evidence-based decision-making
· Right to respond
· Proportionality
An investigator may be:
· Internal (where appropriate)
· Independent external professional (where risk or complexity warrants)
Target timeframe: 30 working days.
Complex matters may require extension; updates will be provided.

STAGE 6 – WRITTEN OUTCOME
A written outcome record will be produced including:
· Allegations considered
· Evidence reviewed
· Findings
· Rationale
· Action taken
Records will be securely retained and available for regulatory inspection if required.

STAGE 7 – REVIEW / APPEAL
A complainant may request independent trustee review within 14 days.
The review will assess:
· Procedural fairness
· Proportionality
· Conflict management
· Evidence handling
The review decision is final internally.

8. EXTERNAL ESCALATION
Complainants may contact the Charity Commission if they believe trustees have failed to address serious governance concerns.
Trustees may appoint independent mediation or external investigation where:
· Complaint concerns senior leadership
· Confidence in internal process is compromised
· Systemic issues are alleged
External mediation does not replace safeguarding obligations.

9. SERIOUS INCIDENT ASSESSMENT
Trustees will assess whether a complaint triggers Serious Incident Reporting where:
· Allegations concern trustees or senior leaders	Comment by Guest User: Trustees and Shepherds
· There is potential harm to beneficiaries
· There is legal or regulatory breach
· There is reputational risk
· Police involvement is likely
Failure to report may constitute misconduct.

10. NON-RETALIATION
No individual will suffer disadvantage for raising a genuine complaint.
Trustees will actively monitor for signs of retaliation, including:
· Exclusion from ministry
· Loss of opportunity
· Public criticism
· Social isolation
Retaliation is misconduct.

11. VEXATIOUS OR MALICIOUS COMPLAINTS
Knowingly false or malicious complaints may result in appropriate action.
Genuine complaints raised in good faith are protected even if not upheld.

12. CONFIDENTIALITY
Confidentiality will be respected where possible.
However, confidentiality cannot prevent:
· Safeguarding escalation
· Regulatory reporting
· Lawful disclosure

13. RECORD KEEPING & MONITORING
The Charity will maintain a Complaints Register recording:
· Date received
· Nature of complaint
· Classification
· Conflict checks
· Action taken
· Outcome
· Whether regulatory threshold considered
Trustees will review the register annually to identify:
· Patterns
· Cultural risks
· Leadership concerns
· Systemic weaknesses
Learning will inform policy improvement.

14. GOVERNANCE OVERSIGHT
Trustees retain ultimate responsibility for:
· Fair complaint handling
· Conflict management
· Regulatory reporting
· Cultural accountability
Independent advice may be sought where appropriate.

15. CULTURE STATEMENT
The Charity affirms that:
· Accountability strengthens the Church
· Transparency builds trust
· Unity does not require secrecy
· Raising concerns is not disloyalty
· Protection overrides reputation

TRUSTEE SIGNATURES
Chair: _________________________
 Trustee: _______________________
 Trustee: _______________________
Date: _________________________

