
Complaints Policy: Healing and Freedom Team  

What counts as a complaint or a grievance? 
A complaint is writing or saying that you are dissatisfied or worried about something a person acting 
on behalf of the Healing and Freedom team does or fails to do. It could also be about the policies and 
procedures of the team. When someone working with the team (paid or unpaid) complains, we call it 
a grievance. You may also complain that someone has done something wrong or illegal.. 

Problem-solving 
We always try to resolve complaints and grievances informally, quickly, and fairly by discussing, 
problem solving, mediating and negotiating. Talk about your problem directly to the person(s) 
responsible for your dissatisfaction or concern and we hope it will be resolved. You can also talk to 
the Bishop’s Adviser for Healing and Freedom through whom the team is accountable to the Bishop.  
If the person you are complaining about does not belong to a diocesan church, you should also 
inform the Bishop’s Adviser as well as complain to the church or organisation which oversees the 
person’s work. 

Complaints and grievances of serious misconduct against clergy 
The Clergy Discipline Measure 2003 ('CDM') provides processes for dealing efficiently and fairly with 
formal complaints of serious misconduct against members of the clergy.  It applies to all deacons, 
priests and bishops in the Church of England, even if they are not in active ministry. A high standard 
of integrity and service is expected of our clergy.  Mostly that standard is met, but occasionally 
individual clergy can fall short of what is expected.  When this occurs, there are different ways to 
respond. 
 
If it is a minor incident or instance of behaviour you consider inappropriate, you are encouraged to 
share your disappointment with the cleric concerned and resolve it together. 
 
If that is insufficient, you should speak to your archdeacon (your diocesan office will be able to tell 
you who this is). Someone on the bishop’s staff will then speak to the cleric concerned, so that the 
matter can be dealt with and rectified informally. 
 
Only if the problem is more serious and may amount to misconduct which justifies disciplinary action 
will the provisions of the Clergy Discipline Measure (‘CDM’) be required. The CDM provides a 
procedure for handling such complaints of misconduct. 
 
For more information see: Clergy Discipline Measure and the Diocesan Board of Finance Complaints 
Policy 

Complaints and grievances against Licensed or Commissioned Ministers 

Complaints and grievances against licensed or commissioned ministers (e.g. Readers) are handled 
through a separate Diocesan procedure. Complain first to the Bishop’s Adviser for Healing and 
Freedom who may then involve the incumbent / Vicar of their parish. 

https://www.churchofengland.org/about/leadership-and-governance/legal-services/clergy-discipline#na
https://www.stalbans.anglican.org/wp-content/uploads/Complaints-Policy-1.pdf
https://www.stalbans.anglican.org/wp-content/uploads/Complaints-Policy-1.pdf


Safeguarding 
If your complaint or grievance relates to or includes: 

● an allegation that a child or adult (who may be vulnerable) has been harmed; or 
● is at risk of harm; or 
● that an adult or another child may have caused harm to a child or adult (who may be 

vulnerable); 
 

you must use the Diocesan procedures for handling allegations of abuse. Do this by talking to our 
Team Safeguarding Officer or contact the Diocesan Safeguarding Officer (see Contacts). 
 
EMERGENCY, if you think a child or vulnerable adult is at risk of harm now or soon, call the police on 
999 or Adult or Children’s Services. You should also contact the Diocesan Safeguarding Adviser within 
24 hours. 

Formal procedure for complaints and grievances 
If you are not complaining about a child or adult (who may be vulnerable), or about serious 
misconduct by a member of the clergy,  and you are not satisfied with the outcome of the 
problem-solving stage, you may then turn to the Formal Procedure. 

Stage 1 
Write your complaint to the Bishop’s Adviser for Healing and Freedom (if you are not complaining 
about the Bishop’s Adviser). 
 
If you have a grievance, write to the person to whom you are accountable, and copy to the Bishop’s 
Adviser; this will be your direct line manager if you are a paid employee, or the person responsible for 
coordinating your work if you are a volunteer. If your grievance is about the person to whom you are 
accountable write to the Bishop’s Adviser for Healing and Freedom. 
 
You have the opportunity to state your case; and to be represented by a friend or supporter at any 
meeting, if you wish. 
 
The Bishop’s Adviser (if a complaint) or line manager (if a grievance) will meet with you to listen to 
you and note the facts of your complaint or grievance. S/he will then give you the facts about it. The 
Bishop’s Adviser/ line manager will then interview the person you are complaining about, (they may 
also be represented by a friend or other supporter if they wish, and listen to their response to your 
complaint or grievance. The Bishop’s Adviser/line manager may then interview any other relevant 
people. 
 
The Bishop’s Adviser/line manager then draws conclusions and informs you and the person you are 
complaining about of the outcome, ideally within a week of you making your complaint or grievance. 

Stage 2 
If the reply given at stage 1 does not satisfactorily resolve your complaint or grievance, write your 
complaint or grievance to the Bishop’s Adviser, who will take it to the Steering Group. The Steering 
Group will form a panel of three of its members who have not been involved in the process. 



 
The panel will find out why you continue to be aggrieved, and receive all the documentation from 
the previous investigation at Stage 1. The panel will then meet with you and your supporter, the 
person you are complaining about and his/her supporter, and the Bishop’s Adviser or line manager 
who investigated the complaint at the first stage. The Panel may call witnesses. 
 
The panel members will then sit alone to form a judgement and make a decision about the complaint 
or grievance. They will inform you and the person you are complaining about of the outcome within 
a month of you making your complaint. 
 
The decision of the panel representing the Steering Group will be final. 
 
As a result of an investigation into a complaint or a grievance, it may be necessary to address the 
matter through the disciplinary procedure. 

Contacts 
Bishop’s Adviser Healing and Freedom 
Revd. Andrew Goodman 
07846 675448 
thin.space@gmail.com 
 
Healing and Freedom Team Safeguarding Officer  
Revd. Laura Hewitt 
07500 345048 
revlaurajane@yahoo.co.uk 
 
Diocesan Safeguarding Adviser 
Mr Jeremy Hirst 
Holywell Lodge, 41 Holywell Hill St Albans AL1 1HE 
Tel: 01727 818107 (office hours) M: 07867 350886 
safeguarding@stalbans.anglican.org 
 
Rt Revd Richard Atkinson Bishop of Bedford  
01234 831432 
bishopbedford@stalbans.anglican.org 
 
Approved and adopted 
 

 
 
Signed on behalf of the Steering Group 
December 2019 

mailto:revlaurajane@yahoo.co
mailto:safeguarding@stalbans.anglican.org
mailto:bishopbedford@stalbans.anglican.org

