
 
St Faith’s Church, Havant 
 
Complaints Policy and Procedure 
 
Policy Statement 
 
St Faith’s Church is committed to delivering a high standard of service to anyone who engages 
with our work. We are keen to hear from anyone who believes we have fallen short of the high 
standards we set ourselves. We view complaints as an opportunity to learn and improve for the 
future, as well as a chance to put things right for the person that has made the complaint. 
 
The purpose of this policy is to: 
 

1. Provide a fair complaints procedure that is clear and easy to use for anyone wishing to 
make a complaint. 

2. Publicise the existence of our complaints procedure so that people know how to contact us 
to make a complaint. 

3. Make sure everyone at St Faith’s knows what to do if a complaint is received. 
4. Make sure all complaints are investigated fairly and, in a timely way, make sure that 

complaints are, wherever possible, resolved and that relationships are repaired. 
5. Gather information that helps us to improve what we do. 

 
This policy relates to external complaints – internal complaints should be dealt with through the 
grievance policy and procedure. 
 
Complaints Process  
 
Step 1 
 

a. Contact the Rector on 078 8102 5592 or via the parish office at office@stfaith.com. We 
hope to resolve most problems informally and on the spot. 
 

b. If the complaint relates to the Rector, the complainant should go directly to step 2. 
 

c. We will acknowledge and provide an initial response to your feedback within 10 working 
days of receipt. Whilst we expect to be able to resolve most complaints within that 
timeframe, if we need to conduct a more in-depth investigation, we will aim to provide you 
with a full response within 20 working days. If we are unable to meet that deadline due to 
exceptional circumstances, we will let you know. 

 
Step 2 
 

a. If you are not happy with the response you receive, you can escalate your complaint by 
contacting Colin Hedley or Clive Barnett, our Churchwardens, in writing at the following 
address: 

 
The St Faith’s Parish Office, 
2 North Street, 
Havant PO9 1PR 

mailto:office@stfaith.com


 
b. Please give details of the complaint and why you have not been satisfied with our initial 

response. We will let you know within 10 days of receipt when you are likely to receive a 
full response. 

 
Step 3 
 

a. If you are still not satisfied with the outcome, you can escalate your complaint further.  
 

b. If your complaint relates to fundraising and you feel that it has been unresolved by us then 
the Fundraising Regulator can investigate your complaint.  You must contact them within 
two months of receiving your response from us by writing to: 
Fundraising Regulator 
2nd Floor, CAN Mezzanine 
49-51 East Road 
London, N1 6AH 
Tel: 0300 999 3407  
Website: www.fundraisingregulator.org.uk 

 
c. If your complaint is related to another area of our work and you do not feel completely 

satisfied by our response, then you can contact The Charity Commission. 
https://forms.charitycommission.gov.uk/enquiry-form/ or on 0845 3000 218 

 
 
Monitoring and Evaluation 
 
This policy will be monitored by the the Churchwardens and any compliance issues or concerns 
reported to the Parish Church Council (PCC) in a timely manner. 
 
The policy will be reviewed by the PCC every two years, or in the following circumstances: 
 

 Any changes in legislation and/or government guidance 
 As a result of any other significant change, event or learning from the implementation 

of this policy. 
 

Date this policy came into effect: 9 February 2021 

Date approved by Parish Church Council: 9 February 2021 

Next Review Date: February 2023 

Name or position of person responsible for 
this policy: 

Canon Tom Kennar, Rector of St Faith’s 

Other related policies: Equal Opportunities 

Relevant legislation: See Charity Commission 

 

https://forms.charitycommission.gov.uk/enquiry-form/

