Making a complaint
Step 1: Who to contact about a complaint
Within the Presbytery of Lothian & Borders you should make initial contact with the Clerk, Revd Norman Smith. The Clerk can support and advise anyone thinking of making a complaint regarding a minister, deacon or officer bearer of the Church. 
The Presbytery Clerk is Revd Norman Smith who can be contacted via email nsmith@churchofscotland.org.uk or by telephone 07549 861770.
You can email or telephone the Presbytery Clerk. Please always make initial contact with the Presbytery Clerk in this way before following the more formal steps noted below.
If the person you want to complain about is the Presbytery Clerk, then please note that you should make initial contact with the Convener of the Presbytery Council, Prof. Murray Campbell. d.m.campbell@ed.ac.uk 
The Church hopes that wherever possible, initial discussion with the Presbytery Clerk (or Presbytery Council Convener) may well have been enough to allay your concerns or to establish that the matter does not require further investigation.
Step 2: Progressing a complaint – formal notification
If the matter is to be taken further, then the Presbytery Clerk must have some details from you in order for a complaint to be properly investigated. This means that you need to write to the Clerk, either in a letter or an email, setting out:
· Your contact details (and whether you are a Church member or office bearer).
· Details of the person you are complaining about.
· The nature of your complaint.
· Specific details of the circumstances (including, where possible, names of individuals, places, dates etc).
The Presbytery Clerk can assist you with this. Upon receipt of your written complaint, the Presbytery Clerk will acknowledge this in writing within 7 days. All information which you supply in connection with your complaint will be treated sensitively. So far as is possible while still enabling your complaint to be properly dealt with, the information which you give will be treated confidentially.
Step 3: Dealing with a complaint
On receipt of your written complaint, the Presbytery Clerk will send it to the Convener of the Presbytery's Complaints Committee. A meeting of that Committee will then be called to consider the complaint.
Following the meeting of the Complaints Committee, one member of the Committee will contact you to discuss your complaint and if appropriate, to arrange to meet with you.
The Complaints Committee will also forward a copy of the complaint to the respondent (the subject of the complaint).
The Committee may similarly meet with the respondent. The Committee shall make such enquiries as it considers appropriate and may hold more than one meeting separately with you, the complainer, and with the respondent. If it considers this to be appropriate and both parties consent, the Committee may facilitate a mediated meeting between you and the respondent.
On any occasion where the Committee meets with you, you are entitled to have present two other persons; where there is more than one meeting, these will ideally always be the same two persons.
On any occasion when the Committee meets with the respondent, the respondent shall be entitled to have present his or her pastoral adviser and one other person; again where there is more than one meeting, these will ideally always be the same two persons.
Summary notes will be kept of all meetings throughout the process.
The Committee will endeavour to provide you with an initial response on your complaint within a period of 20 working days from when it first considered the complaint.
Step 4: The outcome
Upon completion of its enquiries, the Committee will hope to have achieved one of the following possible outcomes (although this list is not exhaustive):
· You as complainer are satisfied that the matters raised in the complaint have been resolved;
· You as complainer and the respondent have reached a mutual agreement that the matter need go no further;
· You as complainer and the respondent agree that the matter may be referred to mediation;
· The Committee will make a recommendation to Presbytery that the respondent be given an instruction or advice as to his or her future conduct,
· The complaint has been dropped or dismissed, or
· The complaint having been dealt with, the matter is, despite no agreement having been reached, nonetheless concluded.
The Procedure outlined above is subject to a right of procedural review. Further information about this will be given to you if it applies

What is and what is not a complaint?
Examples of complaints
A complaint might be:
· An allegation about the conduct of a minister, deacon or office bearer or about the way in which they have performed their duties
· An expression of dissatisfaction about the way in which you have been treated by a minister, deacon or office bearer or about their attitude to you
· An allegation that a minister, deacon or office bearer has failed to do something in the way that should reasonably be expected
· An allegation that there has been unreasonable delay by a minister, deacon or office bearer in responding to an enquiry or request
· A breach of confidentiality by a minister, deacon or office bearer
What is not a complaint?
A complaint is not:
· a routine request for information or for an explanation of the way in which something is done. In the first instance, such an enquiry should be referred to your local Church officers. However, the Presbytery Clerk, Revd Norman Smith , nsmith@churchofscotland.org.uk is a person who you can contact should you simply wish an explanation of the way in which the Church normally does something
· an allegation which is not about a person, i.e. it is about a Court, Council or Committee of the Church. Such allegations will be dealt with under different Church procedures
What doesn't the Church's Complaints Procedure deal with?
The Church's Complaints Procedure is generally for allegations made against individual persons within the Church. Some things which the Church's Complaints Procedure doesn't cover are:
· An issue about selection or training of a minister: this goes to the Ministries Appeal Panel
· An issue about Presbytery planning (this is the Church's process for determining the extent and nature of congregations within the Church): this goes to the Appeals Committee of the Commission of Assembly
· An issue about insurance, sale or purchase of property: this would be dealt with by the Secretary of the General Trustees or his staff
· An issue about buildings maintenance: this would be dealt with by the appropriate local congregational body or Committee
· Insurance claims: these go to the Church of Scotland Insurance Company: [http://www.cosic.co.uk/]
· An issue which involves a Church person but not a minister, deacon or office bearer etc: this will be referred straight to the local Kirk Session to be dealt with
· An attempt to reopen a previously concluded complaint or to have a complaint reconsidered where a final outcome has already been reached
· An issue which involves vulnerable people: this will go straight to Safeguarding procedures [http://www.churchofscotland.org.uk/about_us/safeguarding_service/]
Also, while you can complain about a matter which is already being dealt within the civil or criminal courts (such as the Sheriff Court, High Court of Justiciary, Court of Session or an employment tribunal), such a matter will not normally be dealt with by the Church until the civil or criminal process has been concluded.
Where the complaint should be dealt with under a different process, as mentioned above, the Presbytery Clerk be able to supply you with the appropriate information about who to contact.
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