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What is and what is not a complaint to be handled using this procedure? 
Examples of complaints that might be handled using this procedure:$
L$ C'$&))#2&-./'$&</(-$-"#$8.'/7$A7/'25/.'2$/3$&$8.'.:-#7$/3$P/75$&'5$

+&,7&8#'-:>$9"(7,"$6#)&-#5$9/88('.-?$P/7J#7>$#)5#7>$/-"#7$8#8<#7>$/7$&$
@/)('-##7$:#7@.'2$-"#$4'.-#5$6#3/78#5$9"(7,"$/7$&</(-$-"#$A&?$.'$A".,"$-"#?$
"&@#$;#73/78#5$-"#.7$5(-.#:$

L$$$$$$$$$$$C'$#F;7#::./'$/3$5.::&-.:3&,-./'$&</(-$-"#$A&?$.'$A".,"$&$,/8;)&.'&'-$"&:$<##'$
-7#&-#5$<?$&$8.'.:-#7$/3$P/75$&'5$+&,7&8#'-:>$9"(7,"$6#)&-#5$9/88('.-?$
P/7J#7>$#)5#7>$/-"#7$8#8<#7>$/7$&$@/)('-##7$:#7@.'2$-"#$4'.-#5$6#3/78#5$
9"(7,"$/7$&</(-$-"#.7$&--.-(5#$-/$-"#$,/8;)&.'&'-$

L$ C'$&))#2&-./'$-"&-$&$8.'.:-#7$/3$P/75$&'5$+&,7&8#'-:>$9"(7,"$6#)&-#5$
9/88('.-?$P/7J#7>$#)5#7>$/-"#7$8#8<#7>$/7$&$@/)('-##7$:#7@.'2$-"#$4'.-#5$
6#3/78#5$9"(7,"$3&.)#5$-/$5/$:/8#-".'2$.'$-"#$A&?$-"&-$:"/()5$7#&:/'&<)?$<#$
#F;#,-#5$

L$$$$$$$$$$$C'$&))#2&-./'$-"&-$-"#7#$"&:$<##'$('7#&:/'&<)#$5#)&?$<?$&$8.'.:-#7$/3$P/75$
&'5$+&,7&8#'-:>$9"(7,"$6#)&-#5$9/88('.-?$P/7J#7>$#)5#7>$/-"#7$8#8<#7>$/7$
&$@/)('-##7$:#7@.'2$-"#$4'.-#5$6#3/78#5$9"(7,"$.'$7#:;/'5.'2$-/$&'$#'M(.7?$/7$
7#M(#:-$

L$ C$<7#&,"$/3$,/'3.5#'-.&).-?$<?$&$8.'.:-#7$/3$P/75$&'5$+&,7&8#'-:>$9"(7,"$
6#)&-#5$9/88('.-?$P/7J#7>$#)5#7>$/-"#7$8#8<#7>$/7$&$@/)('-##7$:#7@.'2$-"#$
4'.-#5$6#3/78#5$9"(7,"$

 

 
Examples of complaints that would not be handled using this procedure:$
L$
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L$ C$A".:-)#$<)/A.'2$#@#'->$3/7$A".,"$-"#$9"(7,"$.:$5#@#)/;.'2$&$A".:-)#$<)/A.'2$
;/).,?$

L$$$$$$$$$$$C'$.::(#$&</(-$:#)#,-./'$/7$-7&.'.'2$/3$&$8.'.:-#7$/3$P/75$&'5$+&,7&8#'-:$/7$&$
9"(7,"$6#)&-#5$9/88('.-?$P/7J#7*$-".:$2/#:$-/$-"#$8.'.:-7.#:$,/88.--##$

L$$$$$$$$$$$C'$.::(#$&</(-$+?'/5$5#,.:./':$/'$:,/;.'2$/7$5#;)/?8#'-*$-".:$A/()5$<#$&'$
C;;#&)$/7$&$9/':-.-(-./'&)$6#@.#A$

L$ C'$.::(#$&</(-$.':(7&',#>$:&)#>$/7$;(7,"&:#$/3$;7/;#7-?*$-".:$A/()5$<#$5#&)-$
A.-"$<?$-"#$-7(:-##:$/3$-"#$<(.)5.'2$/7$-"#$7#)#@&'-$/33.,#7:$/3$-"#$+?'/5$

L$ C'$.::(#$&</(-$<(.)5.'2:$8&.'-#'&',#*$-".:$A/()5$<#$5#&)-$A.-"$<?$-"#$-7(:-##:$
/3$-"#$<(.)5.'2$/7$-"#$7#)#@&'-$/33.,#7:$/3$-"#$+?'/5$

L$$$$$$$$$$$E':(7&',#$,)&.8:*$-"#:#$2/$-/$-"#$.':(7&',#$,/8;&'?$
L$ C'$&--#8;-$-/$7#/;#'$&$;7#@./(:)?$,/',)(5#5$,/8;)&.'->$/7$-/$"&@#$&$,/8;)&.'-$

7#,/':.5#7#5$A"#7#$&$3.'&)$/(-,/8#$"&:$&)7#&5?$<##'$7#&,"#5$
L$ C'$.::(#$A".,"$.'@/)@#:$@()'#7&<)#$;#/;)#*$-".:$A.))$2/$:-7&.2"-$-/$:&3#2(&75.'2$

2(.5#).'#:$
L$ C):/>$A".)#$&$;#7:/'$,&'$,/8;)&.'$&</(-$&$8&--#7$A".,"$.:$&)7#&5?$<#.'2$5#&)-$
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Step two: What to include in your complaint$
!/$<#$&<)#$-/$"&'5)#$-"#$8&--#7$&;;7/;7.&-#)?$-"#$9"(7,"$/33.,.&)$'&8#5$.'$:-#;$/'#$
8(:-$"&@#$:/8#$5#-&.):$37/8$?/($.'$/75#7$3/7$&$,/8;)&.'-$-/$<#$;7/;#7)?$.'@#:-.2&-#5=$
!".:$8#&':$-"&-$?/($'##5$-/$A7.-#$-/$-"#8$/7$#8&.)$-"#8>$:#--.'2$/(-*$
L$$$$$$$$$$$A"/$?/($&7#>$;)(:$?/(7$,/'-&,-$5#-&.):$
L$$$$$$$$$$$A"#-"#7$?/($&7#$&$9"(7,"$8#8<#7>$&'5$&'?$/33.,#$?/($"/)5$
L$$$$$$$$$$$#F&,-)?$A"&-$-"#$'&-(7#$/3$?/(7$,/8;)&.'-$.:$
L$ #F&,-)?$A".,"$;#7:/':$W$8.'.:-#7$/3$P/75$&'5$+&,7&8#'-:>$9"(7,"$6#)&-#5$

9/88('.-?$P/7J#7>$#)5#7>$/-"#7$8#8<#7>$/7$&$@/)('-##7$:#7@.'2$-"#$9"(7,"$W$
/7$:.-(&-./':$?/($&7#$,/8;)&.'.'2$&</(-$

L$ :;#,.3.,$5#-&.):$/3$-"#$,.7,(8:-&',#:$S.',)(5.'2>$A"#7#$;/::.<)#>$'&8#:$/3$
.'5.@.5(&):>$;)&,#:>$5&-#:$#-,T>$&)/'2$A.-"$&'?$:(;;/7-.'2$#@.5#',#$-/$<&,J$(;$
?/(7$,/8;)&.'-$

L$ E'3/78&-./'$&</(-$&'?$.'3/78&)$&--#8;-:$-"&-$"&@#$<##'$8&5#$-/$7#:/)@#$-"#$
.::(#$-"&-$"&:$2.@#'$7.:#$-/$-"#$,/8;)&.'-$

L$$$$$$$$$$$-"#$/(-,/8#$?/($&7#$"/;.'2$3/7$
 

E3$?/($'##5$"#);$/7$&::.:-&',#$-/$:#-$/(-$-"#$&</@#$.'$A7.-.'2>$-"#$;#7:/'$'&8#5$.'$:-#;$
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/3$:#'5.'2$-"#$.'.-.&)$&,J'/A)#52#8#'-=$P"#7#$&;;7/;7.&-#>$-"#?$A.))$/33#7$&5@.,#$/'$
-"#$&;;7/;7.&-#$;)&,#$-/$)/52#$-"#$,/8;)&.'-=$

 
P"#7#$-"#$&;;7/;7.&-#$9"(7,"$Q33.,.&)$'&8#5$.'$:-#;$/'#$&</@#$K(52#:$-"&-$-"#$
,/8;)&.'-$3()3.):$-"#:#$,7.-#7.&>$-"#?$A.))$,/'3.78$&:$8(,"$-/$-"#$,/8;)&.'&'->$&'5$
'/-.3?$-"#$7#:;/'5#'-$-"&-$-"#$;7/,#::$"&:$<##'$.'.-.&-#5=$

 
 

Step four: Ensuring that appropriate informal processes seeking resolution have 
been used$
!"#$#F;#7.#',#$/3$-"#$9"(7,"$&'5$/-"#7$/72&'.:&-./':$.:$-"&-$,/8;)&.'-:$&7#$
7#:/)@#5$8/:-$#33#,-.@#)?>$-/$#@#7?/'#B:$:&-.:3&,-./'$&'5$.'$&$-.8#)?$3&:"./'$A"#'$
.'3/78&)$;7/,#::$)#&5:$-/$7#:/)(-./'=$E-$8&?$<#$-"&-$-"#$;&7-.#:$"&@#$&)7#&5?$-7.#5$
@&7./(:$.'3/78&)$A&?:$-/$7#:/)@#$-"#$,/8;)&.'->$-"7/(2"$,/'@#7:&-./'>$-"7/(2"$-"#$
.'3/78&)$"#);$/7$8#5.&-./'$/3$/-"#7$;#/;)#$.'@/)@#5$.'$-"#$:.-(&-./'>$/7$-"7/(2"$
8/7#$3/78&)$8#5.&-./'$A".,"$8.2"-$"&@#$<##'$&77&'2#5$<?$-"#$)/,&)$,"(7,"$/7$-"#$
+?'/5=$P"#7#$-".:$.:$-"#$,&:#>$-"#$9"(7,"$Q33.,.&)$'&8#5$.'$:-#;$/'#$A.))$-&)J$A.-"$
-"#$,/8;)&.'&'->$&'5$A"#7#$&;;7/;7.&-#$-"#$;#7:/'S:T$<#.'2$,/8;)&.'#5$&</(->$-/$
&:,#7-&.'$-"&-$:(,"$.'3/78&)$;7/,#::#:$"&@#$.'5##5$7#&,"#5$&$;/.'-$-"&-$8/@.'2$-/$
&$8/7#$3/78&)$;7/,#::$'##5:$-/$<#$-"#$'#F-$:-#;=$!"#?$A.))$5/$-".:$&:$M(.,J)?$&:$
;/::.<)#$&'5$.'3/78$-"#$,/8;)&.'&'-$-"&-$-"#$;7/,#::$A.))$8/@#$-/$+-&2#$!"7##>$
'/78&))?$A.-".'$/'#$,&)#'5&7$A##J=$

 
P"#7#$'/$.'3/78&)$&--#8;-:$-/$7#:/)@#$-"#$,/8;)&.'-$"&@#$<##'$8&5#>$-"#$9"(7,"$
Q33.,.&)$A.))$&--#8;-$-/$-&J#$7#&:/'&<)#$:-#;:$-/$#':(7#$-"&-$.'3/78&)$;7/,#::$.:$(:#5$-/$
:##J$&$7#:/)(-./'$/7$-/$&:,#7-&.'$-"&-$:(,"$&$,/(7:#$/3$&,-./'$.:$.'&;;7/;7.&-#=$!".:$8&?$
.',)(5#*$
L$$$$$$$$$$$+;#&J.'2$3(7-"#7$A.-"$-"#$,/8;)&.'&'-$&'5$-"#$;#7:/'S:T$,/8;)&.'#5$&</(-$-/$

<#--#7$('5#7:-&'5$-"#$:.-(&-./'>$&'5$-/$#F;)/7#$A"#-"#7$-"7/(2"$,/'@#7:&-./'$
.-$.:$;/::.<)#$-/$,/8#$-/$&'$('5#7:-&'5.'2$/3$-"#$.::(#$('5#7)?.'2$-"#$,/8;)&.'-$
&'5$7#:/)@#$.-$-/$#@#7?/'#B:$:&-.:3&,-./'$

L$ E'@.-.'2>$A.-"$-"#$,/8;)&.'&'-B:$;#78.::./'$&'5$-"#$;#78.::./'$/3$-"#$;#7:/'S:T$
,/8;)&.'#5$&</(->$&'$&;;7/;7.&-#$;#7:/'$-/$/33#7$:/8#$8#5.&-./'$-/$:##J$&$
7#:/)(-./'$/3$-"#$.::(#$&-$"&'5$

L$$$$$$$$$$$U#-#78.'.'2$-"&-$-"#7#$&7#$2//5$7#&:/':$A"?$:##J.'2$&'$.'3/78&)$7#:/)(-./'$.:$
&'$.'&;;7/;7.&-#$,/(7:#$/3$&,-./'$.'$-".:$,&:#$S3/7$#F&8;)#>$<(-$'/-$#F,)(:.@#)?>$
A"#7#$:/8#/'#$.'@/)@#5$.:$&$@()'#7&<)#$;#7:/'$/7$-"#$,/8;)&.'-$,/',#7':$
<())?.'2>$"&7&::8#'-$/7$&<(:.@#$<#"&@./(7T=$

 
H/78&))?>$.-$A/()5$<#$#F;#,-#5$-"&-$&--#8;-:$-/$3.'5$&'$.'3/78&)$7#:/)(-./'$A/()5$
"&;;#'$A.-".'$#.2"-$A##J:$/3$-"#$:-&7-$/3$+-#;$3/(7=$P"#7#>$3/7$:/8#$7#&:/'>$-"#7#$.:$&$
'#,#::&7?$5#)&?$-/$-"#$:-&7-$/3$-"&-$;7/,#::$S3/7$#F&8;)#>$<?$.-$-&J.'2$-.8#$3/7$&'$
&;;7/;7.&-#$8#5.&-/7$-/$<#$3/('5$/7$<?$-"#$('&@/.5&<)#$&<:#',#$/3$;#/;)#$.'@/)@#5$.'$
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,/'@#7:&-./':$.'.-.&-#5$<?$-"#$9"(7,"$Q33.,#7$7#,#.@.'2$-"#$,/8;)&.'->$/7$8#5.&-./'$
37/8$:/8#/'#$-"#?$&;;/.'-#5$-/$/33#7$.->$&$7#:/)(-./'$"&:$<##'$&77.@#5$&-$-/$
#@#7?/'#B:$:&-.:3&,-./'=$P"#'$-".:$"&;;#':>$-"#$9"(7,"$Q33.,.&)$.'@/)@#5>$"&@.'2$
&:,#7-&.'#5$-"&-$37/8$&))$;&7-.#:>$A.))$)#-$-"#$,/8;)&.'&'-$&'5$/-"#7$;&7-.#:$.'@/)@#5$
J'/A$.'$A7.-.'2$-"&-$-"#$8&--#7$.:$'/A$7#:/)@#5>$&'5$-"#$,/8;)&.'-$#'5#5=$

 
E3$&-$-"#$#'5$/3$&$;7/,#::$-/$:##J$&'$.'3/78&)$7#:/)(-./'>$-".:$"&:$'/-$<##'$;/::.<)#>$
&'5$-"#$,/8;)&.'&'-$A.:"#:$-"#$8&--#7$-/$<#$;7/27#::#5$-/$+-&2#$!"7##$/3$-".:$
;7/,#::>$-"#$7#)#@&'-$9"(7,"$Q33.,.&)$A.))$.'3/78$-"#$,/8;)&.'&'-$-"&-$+-&2#$!"7##$.:$-/$
<#$.'.-.&-#5=$

 
E3$-"#$9"(7,"$Q33.,.&)$5#,.5#:$-"&-$-"#7#$.:$'/$2//5$7#&:/'$'/-$.'.-.&))?$-/$:##J$&$
7#:/)(-./'$-"7/(2"$.'3/78&)$;7/,#::#:>$&'5$-"#$,/8;)&.'&'-$5#,).'#:$-/$-&J#$;&7-$.'$
&'?$:(,"$.'3/78&)$;7/,#::>$-"#$,/8;)&.'-$A.))$<#$#'5#5>$&'5$-"#$7#)#@&'-$9"(7,"$
Q33.,.&)$A.))$.'3/78$-"#$,/8;)&.'&'-$/3$-".:$.'$A7.-.'2=$

 
Making a complaint – Stage Two 
Mediation$
!".:$:-&2#$/3$-"#$;7/,#::$.:$5#:,7.<#5$.'$+-#;$3/(7$&</@#$&'5$,/':.:-:$/3$&'$&--#8;-$<?$
&'$.'5#;#'5#'-$-".75X;&7-?>$'/-$/-"#7A.:#$.'@/)@#5$.'$-"#$#@#'-:$)#&5.'2$-/$-"#$
,/8;)&.'->$&'5$A.-"$'/$&::/,.&-./'$A.-"$&'?$/3$-"#$;&7-.#:>$-/$7#:/)@#$-"#$.::(#$-"7/(2"$
-"#$#8;)/?8#'-$/3$8#5.&-./'$-#,"'.M(#:=$

 
E3$-".:$8#5.&-./'$;7/,#::$3&.):$-/$7#:()-$.'$7#:/)(-./'>$-"#$,/8;)&.'-$;&::#:$.'-/$+-&2#$
!"7##=$

 
Making a complaint – Stage Three



!"#$%&'(&)*$+#,-./'$0$ The United Reformed Church$ 1&2#$9 /3$14$

 

 

 

!"#$.'5#;#'5#'-$.'@#:-.2&-/7S:T$8&?$:.8.)&7)?$8##-$A.-"$-"#$7#:;/'5#'-=$!"#?$:"&))$
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Step four: The outcome$
4;/'$,/8;)#-./'$/3$-"#.7$#'M(.7.#:>$-"#$.'5#;#'5#'-$.'@#:-.2&-/7S:T$A.))$"/;#$-/$"&@#$
&,".#@#5$/'#$/3$-"#$3/))/A.'2$;/::.<)#$/(-,/8#:$S&)-"/(2"$-".:$).:-$.:$'/-$#F"&(:-.@#T*$
L$ !"#$,/8;)&.'&'-$.:$:&-.:3.#5$-"&-$-"#$8&--#7:$7&.:#5$.'$-"#$,/8;)&.'-$"&@#$<##'$

7#:/)@#5$
L$ !"#$,/8;)&.'&'-$&'5$-"#$7#:;/'5#'-$"&@#$7#&,"#5$&$8(-(&)$&27##8#'-$-"&-$

-"#$8&--#7$'##5$2/$'/$3(7-"#7$
L$ !"#$.'5#;#'5#'-$.'@#:-.2&-/7S:T$/33#7S:T$&5@.,#$-/$-"#$7#:;/'5#'-S:T$&:$-/$-"#.7$

3(-(7#$,/'5(,-$
L$ !"#$.'5#;#'5#'-$.'@#:-.2&-/7S:T$8&J#$&'?$/-"#7$7#,/88#'5&-./'S:T$-"&-$

:##8S:T$-/$-"#8$&;;7/;7.&-#=$
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!"#$7#@.#A#7$A.))$,/':.5#7$-"#$,/8;)&.'&'-B:$A7.--#'$,/8;)&.'->$-"#$5#,.:./'$/3$-"#$
9"(7,"$Q33.,.&)$-/$A"/8$-"#$,/8;)&.'-$A&:$8&5#>$&'5$-"#?$8&?$,"//:#$-/$:;#&J$A.-"$
-"#$,/8;)&.'&'-$&'5$-"#$7#)#@&'-$9"(7,"$Q33.,.&)=$

 
Q')?$/'#$7#@.#A$.:$;/::.<)#=$!"#$7#@.#A$8&?$5#-#78.'#$/'#$/3$-A/$-".'2:*$
[=$ !"#$+-&2#$Q'#$/(-,/8#$A&:$&;;7/;7.&-#>$.'$A".,"$,&:#$-"#$,/8;)&.'-$.:$#'5#5>$

&'5$-"#$,/8;)&.'&'-$A.))$<#$.'3/78#5$.'$A7.-.'2=$
 

\=$ !"#$+-&2#$Q'#$/(-,/8#$A&:$.'&;;7/;7.&-#>$&'5$-"#$,/8;)&.'-$:"/()5$<#$
;7/27#::#5$-/$+-&2#$!A/$/7$+-&2#$!"7##=$E'$-".:$,&:#>$+-&2#$!"7##$A.))$<#$
"&'5)#5$<?$-"#$&;;7/;7.&-#$9"(7,"$Q33.,.&)$/3$-"#$9/(',.)$/3$-"#$9"(7,"$-"&-$
7#@.#A#5$-"#$5#,.:./'$S:/$3/7$7#@.#A:$/3$)/,&)$,"(7,"$5#,.:./'>$-"#$&;;7/;7.&-#$
9"(7,"$Q33.,.&)$-/$"&'5)#$+-&2#$!"7##$A/()5$<#$-"#$+?'/5$9)#7J$/7$-"#.7$5#;(-?>$
3/7$+?'/5$;7/,#::#:>$-"#$&;;7/;7.&-#$9"(7,"$Q33.,.&)$-/$"&'5)#$+-&2#$!"7##$
A/()5$<#$-"#$D#'#7&)$+#,7#-&7?$/7$-"#.7$5#;(-?>$/7$3/7$D#'#7&)$C::#8<)?>$-"#$
Q33.,#7:$/3$C::#8<)?$A/()5$5#-#78.'#$A"/$"&'5)#5$+-&2#$!"7##$&3-#7$&$
5#,.:./'$/3$-"#$D#'#7&)$+#,7#-&7?$/7$-"#.7$5#;(-?$"&5$<##'$7#@.#A#5T=$

 
Stage Three review$
E3$-"#$,/8;)&.'&'-$/7$-"#$7#:;/'5#'-$&7#$('"&;;?$A.-"$-"#$/(-,/8#$/3$+-&2#$!"7##>$
-"#?$8&?$&:J$3/7$.-$-/$<#$7#@.#A#5=$!"#?$8(:-$:(<8.-$-"#.7$7#M(#:-$3/7$7#@.#A$A.-".'$
-A/$,&)#'5&7$A##J:$/3$"&@.'2$7#,#.@#5$-"#$3.'&)$,/;?$/3$-"#$+-&2#$!"7##$7#;/7-=$!"#7#$
&7#$/')?$-A/$27/('5:$/'$A".,"$&$7#@.#A$8&?$<#$7#M(#:-#5*$
[=$$$$$$$$$$!"&-$+-&2#$!"7##$A&:$'/-$,&77.#5$/(-$&;;7/;7.&-#)?=$

 
\=$ !"&-$'#A$.'3/78&-./'$/7$#@.5#',#$A".,"$"&5$<##'$A.-""#)5>$#.-"#7$

.'-#'-./'&))?$/7$'/->$"&:$,/8#$-/$).2"-$-"&-$8&?$,"&'2#$-"#$/(-,/8#$/3$+-&2#$
!"7##=$

 
V/,&)$9"(7,"$;7/,#::#:$A.))$<#$7#@.#A#5$<?$-"#$+?'/5$9)#7J$/3$-"#$7#)#@&'-$+?'/5$/7$
-"#.7$5#;(-?>$-/$A"/8$-"#$7#M(#:-$3/7$7#@.#A$:"/()5$<#$&557#::#5=$+?'/5$;7/,#::#:$
A.))$<#$7#@.#A#5$<?$-"#$D#'#7&)$+#,7#-&7?$/7$-"#.7$5#;(-?>$-/$A"/8$-"#$7#M(#:-$3/7$
7#@.#A$:"/()5$<#$&557#::#5=$D#'#7&)$C::#8<)?$;7/,#::#:>$A"#7#$-"#$D#'#7&)$
+#,7#-&7?$/7$-"#.7$5#;(-?$A&:$-"#$&;;7/;7.&-#$9"(7,"$Q33.,.&)$"&'5).'2$-"#$,/8;)&.'->$
A.))$<#$7#@.#A#5$<?$:/8#/'#$&;;/.'-#5$<?$-"#$Q33.,#7:$/3$-"#$C::#8<)?$&'5$-"#$
7#M(#:-$3/7$7#@.#A$:"/()5$<#$:(
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