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St Michael's, Waddington

Parochial Church Council (PCC)’s Complaints Committee Terms of
Reference

These terms of reference should be read alongside the following policies that can be
found on the parish website, www.waddington.church.

» Grievance Policy and Procedure

» Complaints Policy and Procedures

1. Purpose & Objectives

Objective:
To provide a fair, consistent, and transparent process for individuals to raise concerns or
complaints about the church, its staff, or its activities.

Goal:

To ensure that complaints are handled effectively, leading to resolutions that promote
accountability, uphold church values, and foster trust within the church and wider
community.

2. Scope

What is covered:
All types of complaints, including those related to staff conduct, church policies, financial
matters, pastoral issues, or safeguarding concerns.

What is NOT covered:

Matters that are dealt with by external bodies (e.g., the Charity Commission for specific
concerns), Diocese of Lincoln and Church of England for Clergy or Reader ministry or
internal disciplinary procedures for staff.

3. Membership

Composition:

The complaints committee is nominated at the first PCC of the year after the Annual
Parochial Church Meeting. At the first meeting the committee of three will identify their
roles (e.g., chair, recorder).

Independence:

Members should ideally have no direct involvement in the complaint and should be able
to act with impartiality. Should a complaint involve a member of the complaints
committee then another member of the PCC will be asked to join the committee.

4. Responsibilities & Powers and Process for handling a complaint

In line with the processes and procedures outlined in both the Grievance Policy and
Procedure and the Complaints Policy and Procedures the committee will follow these
procedures. The receiving of complaints is outlined in these two policies.
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Record & track:
The committee will develop a system for logging complaints, assigning unique reference
numbers, and tracking their progress through to resolution will be kept.

Investigate:
The committee has authority to gather information, speak to relevant parties, and review
documents related to the complaint.

Resolve:
The committee will propose resolutions, mediate between parties, or make
recommendations for action.

Confidentiality:

The committee commits to handling all complaint details confidentially, in line with privacy
regulations.

Review:

A process for reviewing the complaint and the committee's handling to ensure it was fair
and effective will be explored if required.

6. Reporting & Accountability

Reporting structure:
The committee is made up of members of the PCC and reports to the PCC.

Reporting frequency:
The committee will keep the PCC updated on any complaints received and how many
investigations are going at every PCC meeting.

Record-keeping:
The committee will maintain detailed records of all complaints and their resolutions.

Approved by the PCC and signed on its behalf: &/ﬁ,@/\ M

Date: March 2026
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