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Version 2

The Parishes of Morpeth and Stannington 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. Our policy is:

* To provide a fair complaints procedure which is clear and easy to use for anyone wishing to make a
complaint

* To publicise the existence of our complaints procedure so that people know how to contact us to
make a complaint

* To make sure everyone in our parishes knows what to do if a complaint is received

* To make sure all complaints are investigated fairly and in a timely way

* To make sure that complaints are, wherever possible, resolved and that relationships are repaired
and reconciliation explored

* To gather information which helps us to improve what we do

Definition of a Complaint:

A complaint is any expression of dissatisfaction, about any aspect of the parishes. Complaints received by
telephone or in person need to be recorded. The person who receives a complaint by telephone or in
person should:

e Write down the facts of the complaint

e Take the complainant's name, address and telephone number

e Tell the complainant that we have a complaints procedure

e Tell the complainant what will happen next and how long it will take

e Where appropriate, ask the complainant to send a written account by post or by e-mail so that the
complaint is recorded in the complainant’s own words.

N.B. A formal complaint can only be received by e-mail - rev.simonjhwhite@gmail.com

or in writing - Revd. Simon White, The Rectory, Cottingwood Lane, Morpeth, NE61 1ED.

It is our policy that we will not investigate anonymous complaints.


mailto:rev.simonjhwhite@gmail.com

Matters relating to safeguarding should be referred directly to Lauren Fluke, The Parish Safeguarding Officer for Morpeth
(07359341110) or Patricia Nicolson, The Parish Safeguarding Officer for Stannington (07879388033) or ]ill Thirlaway, our
Diocesan Safeguarding Casework Advisor: safeguarding@newcastle.anglican.org

Confidentiality

All complaint information will be handled sensitively, telling only those who need to know and following
any relevant data protection requirements.

Informal Approach

In many cases, a complaint is best resolved by the person responsible for the issue being complained
about. If the complaint has been received by that person, they may be able to resolve it swiftly and should
do so if possible and appropriate. Most matters can and should be resolved informally. If for example a
person is dissatisfied, then in the first instance they should tell that person of their dissatisfaction. He or
she should be willing to listen, to discuss the matter and, where justified, to seek to satisfy the concerns. If
following the informal process, the complainant remains dissatisfied or the informal route is inappropriate,
then the formal procedure should be followed.

Formal Stage

If the complainant feels that the problem has not been satisfactorily resolved during the informal process,
they can escalate the complaint to the formal process. At this stage, the complaint will be passed to Rev
Canon Simon White (Rector of Morpeth & Vicar of Stannington) or if already involved, Revd.Chris
Groocock, Area Dean. Complaints should be acknowledged by the person handling the complaint within a
week. The acknowledgement should say who is dealing with the complaint and when the person
complaining can expect a reply. A copy of this complaints’ procedure should be attached. A suitably senior
person may be appointed to investigate the facts of the case. This may involve reviewing the paperwork of
the case and speaking with anyone who may have been involved in dealing with the complaint at the
informal stage. If the complaint relates to a specific person, they should be informed and given an
opportunity to respond. The person who dealt with the original complaint at the informal stage should be
kept informed of what is happening where appropriate. Ideally complainants should receive a definitive
reply within 28 days. If this is not possible because for example, an investigation has not been fully
completed, a progress report should be sent with an indication of when a full reply will be given. Whether
the complaint is upheld or not, the reply to the complainant should describe the action taken to investigate
the complaint, the conclusions from the investigation, and any action taken as a result of the complaint. It
should be recognised that in some instances people will take positions where the matter cannot be
resolved. However, the aim should be to ensure that the process respects those involved. The decision
taken at this stage is final. A log of the complaint will be kept.
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POLICY REVISION HISTORY & CHANGE LOG

Policy Title: Complaints Policy 2026/7
Current Version: Version 2

Purpose: This page records amendments, reviews, and administrative changes to this policy to
provide an audit trail of revisions.

Historical Note

Records relating to the original creation and early revision history of this policy are not fully
available. Policies were previously managed by former Parish Safeguarding Officers (PSOs). Known
handover information is recorded below.

Version Date Author / | Role Summary of
Reviewer Change
Pre-2026 Unknown Deb Bass-Pickin PSO Policy held and
managed under
previous
arrangements.
Earlier authors
and revision
dates are not
known.

V1 26/03/2026 Lauren Fluke PSO, Morpeth | Responsibility for
Parish policy
management
transferred to
current PSO. No
policy content
changes
recorded in this
entry unless
otherwise stated.
V2 26/03/2026 Patricia Nicolson | PSO, Stannington | Morpeth and
Lauren Fluke Parish Stannington are




PSO Morpeth
Parish

now working
together for all
safeguarding
matters including
policy updates.
Stannington and
Morpeth details
will be shown
together within
policies.
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