
Church of Christ, Commercial Road
Church of Christ, Commercial Road is a Church that seeks to Grow Up in Intimacy with God; Grow In

as we build a healthy Church community and Grow Out as we bless the local and wider community.
Church of Christ, Commercial Road Charitable objects are:

The advancement of the Christian faith religion, mainly but not exclusively, by means of
broadcasting messages of an evangelistic and teaching nature.

To advance the Christian faith in Tunbridge Wells for the benefit of the public through the holding
of prayer meetings, talks, events, public celebration of religious festivals, producing and/or

distributing literature to enlighten others about the Christian faith.

The church may also advance education and carry out other charitable purposes in the United
Kingdom and/or other parts of the world, including feeding the poor, working with children and

young people, visiting the sick and elderly, supporting the homeless and those in need…

Complaints Policy and Procedure

Date Policy effective from 14/05/2017

Signature of Trustee Chairperson Leo Harvey

Signature of Trustee Chris Dare

Church of Christ, Commercial Road exists to Know Christ and to make Him known and seeks
to model the values of Vision, Transformation, Grace and Oasis.

For the purposes of Church of Christ, Commercial Road a complaint (or compliment) is
defined as:

Dissatisfaction (or Admiration or Gratitude) with staff or volunteers presented in any of the
following ways:

● Email
● Verbal
● Written

On receipt of the complaint or compliment the following action should be taken:

1. If the complaint or compliment is verbal then a note should be made of:
a. Name of person making the complaint/compliment
b. The time
c. The place
d. Complaint/Compliment
e. Details of the event

2. Where possible a complaint should be dealt with immediately, i.e. the member of staff,
volunteer or Trustee dealing with the complaint should seek to resolve the issue there



and then. Where this is not possible then the person concerned should be advised
that they will be contacted within five working days.

3. All complaints should be logged with the Trustee(s) with responsibility for overseeing
this policy.  A written record should be kept.

4. In the case of a complaint a standard letter (or email where appropriate) should then
be sent notifying the person that we have received their complaint and that the matter
will be investigated fully and the outcome will be notified to them within 20 days.

5. In the case of a compliment a thank you letter should be sent and a note made on any
team member record to whom the compliment refers and a letter of commendation to
the team member

6. The Chair of Trustees will then undertake a full investigation of the complaint and
ensure that the outcome is recorded and the person making the complaint receives a
letter (See Annex 1 for content requirements) explaining the outcome of the
investigation and actions, if any, that are to be taken. If the complaint involves the
Chair of the Trustees this matter will instead be dealt with another Trustee appointed
by the remaining Trustees. If both are involved an alternative Trustee will take these
actions.

7. Should the complainant not be satisfied with the response, they have the right to send
a further written complaint to the Trustees and, if needed, the National Co-ordinator of
the Fellowship of Churches of Christ. The Trustees (and National Co-ordinator of FCC
if needed) will consider the complaint, asking for further information if they consider it
appropriate, and respond to the complainant within 20 working days of receipt of the
further written complaint. The response will explain the decision of the Trustee’s and
their decision with regard to future action.

8. Should a complaint arise that is subsequently proven to be true, appropriate
disciplinary action will be taken regarding the staff member or volunteer in consultation
with the National Co-ordinator of the Fellowship of Churches of Christ.

9. The decision of the Trustees will be final.

ANNEX 1

A standard

● Respond specifically to the issues brought up by the individual(s).
● Provide a specific apology that acknowledges any mistakes on your end.
● State exactly what you intend to do (or have already done) to make it right.
● Propose how you will improve the individual(s) experience in the future.


