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Complaints Handling Procedure                 

             

 

Purpose  

 

The purpose of this Procedure is to implement the Complaints Handling Policy (the Policy) of 

the Lutheran Church of Australia (the Church). The purpose of the processes set out below is 

to show a person what to do, if they wish to make a complaint. 

 

 

Key principles 

 

See the Policy for the relevant Procedural Principles.  

 

Working with complaints can be opportunities to glorify God, serve others and to grow to be 

more like Christ. We seek to address complaints in an evangelical manner, which is consistent 

with scriptural principles.  

 

 

How to lodge a complaint 

 

Complaints can be lodged with the Church, using the following contact details: 

 

Phone (free call) -  

 

  1800 644 628 Australia 

                0800 356 887 New Zealand 

 

 Email -  Complaints@lca.org.au 

 

 Mail - Complaints – CONFIDENTIAL 

 P.O. Box 519 

Marden  SA 5070 

  Australia 
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Emergencies and dangerous situations 

 

Is a person at immediate risk of harm? If so, call emergency services on 000 in Australia or 111 

in New Zealand immediately. Is a person in imminent, but not immediate, danger? If so, call 

your local police station as soon as possible. It is possible that the processes set out below 

may also apply but calling emergency services or local police, as applicable, must be your 

first priority. 

 

Conflicts of interest 

 

An individual who has a role in responding to your complaint will declare any relevant 

conflict of interest. The Church will take all reasonable steps to appropriately manage the 

conflict of interest, in accordance with the Church’s Conflict of Interest Policy and related 

procedures.  

 

Receiving your complaint 

 

In relation to all of the processes set out below, please note: 

 If you lodge a complaint, the church-wide office will record your personal contact 

details (unless you wish to remain anonymous) and your desired outcome. The 

church-wide office will also assist you with finding pastoral care and other support, if 

necessary.1 

 If your complaint mainly pertains to an agency of the Church that should have its 

own complaints handling procedure (for example, a Lutheran school), the church-

wide office will refer the matter to an appropriate contact at the agency or at an 

overseeing body. The below processes will not then normally be applied. However 

the Professional Standards Department (PSD) will follow up later, to check whether 

your complaint is being addressed. 

 These processes will not be applied in a complaint where it is more appropriate to 

apply industrial relations law, ie. in a matter pertaining to a relationship involving paid 

employment. The Church Worker Support Department may be contacted for advice 

about such matters. 

 

Process 1 – harm to a child 

 

If you have a complaint that relates to a child: 

 

1.1 Follow the process set out in the ‘Reporting risk of harm to a child’ section of the Church’s 

Child Protection Procedure.2  

 

Process 2 – criminal offence 

 

If you have a complaint that relates to a suspected criminal offence (not involving a child): 

 

2.1   Call the police as soon as possible. 

 

2.2   If necessary a representative of PSD will be available to accompany you to a police 

station, to make a report.  

 

2.3  If there is suspected sexual misconduct, refer to the Church’s Prevention of Risk of Sexual 

Offence by a Person of Concern Procedure.3 

 

 

                                                           
1 An appointed pastoral carer will not take on the role of an advocate. 
2 You can find this document at www.lca.org.au/policies 
3 Ibid 

http://www.lca.org.au/policies
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Process 3 – against person or group 

 

If you have a complaint against, or are in dispute with, a person or a group of persons in the 

Church: 

 

3.1  Try to resolve the matter privately in accordance with Matthew 18 - 

 Follow verse 15 and try to resolve the matter person-to-person 

 Follow verse 16 and go to the person with one or two persons  

 Follow verse 17 (‘tell it to the church’) and talk to your local leadership about 

potential solutions 

 

3.2 If you contact the church-wide office to lodge your complaint, the church-wide office 

will firstly consider whether the steps set out in 3.1 have been tried. If not, the church-wide 

office will offer coaching from Reconciliation Ministry to assist you in going through the steps 

set out in 3.1. 

 

3.3 If the guidelines set out in 3.1 have already been properly considered, or you do not 

consider they are appropriate in the circumstances or because of the nature of your 

complaint, PSD will carry out an assessment. 

 

3.4 PSD will contact the respondent by telephone and in writing. PSD will also assist the 

respondent with finding pastoral care and other support, if necessary. PSD will provide a 

copy of this Procedure and full details of your complaint to the respondent. PSD will allow for 

the respondent to respond to all allegations. This may or may not involve meeting in person. 

 

3.5 PSD will confirm the nature of your complaint and assess whether your complaint is 

plausible, without substance or already resolved. PSD will aim to complete this assessment, 

and provide it to you and the respondent, within 14 days of you lodging your complaint.4 

 

3.6 If your complaint is assessed as without substance or already resolved, PSD will close the 

file.  

 

3.7 If your complaint is assessed as plausible PSD will consult with applicable persons of 

authority and Reconciliation Ministry. The consultation will confirm the nature of your 

complaint and whether it is suitable to proceed to a Reconciliation Ministry exercise. It will 

only be suitable to proceed to a Reconciliation Ministry exercise if both you and the 

respondent have consented to this course of action. 

 

3.8 If it is agreed that your complaint will proceed to a Reconciliation Ministry exercise, PSD 

will confirm this with you and the respondent. PSD will refer the file to Reconciliation Ministry 

who will contact you to organise an assisted conversation, biblical mediation or group 

reconciliation assistance. 

 

3.9 If at step 3.7 it has been determined that the matter is not suitable for resolution by way 

of a Reconciliation Ministry exercise, the process to be followed will be based on the 

determination of the nature of your complaint. 

 

Process 4 - theological/ecclesiastical matters 

 

If you have a complaint that relates to a departure from the Confession of the Church or a 

persistent disregard for the Constitution, rules or resolutions of the Church or of a district or 

parish and this has been confirmed at steps 3.7 or 3.9, PSD will write to you to advise the 

proposed course of action, which may include: 

 

                                                           
4 If PSD is unable to meet this deadline, it will provide regular updates to both you and the respondent. 
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4.1   Advising of your rights to use the judicial system of the Church, exercising the provisions 

of Article 10.3 of the Constitution 

 

4.2   Advising that PSD has referred the matter to the relevant church authority with a 

recommendation 

 

Process 5 – clear breach of Church policy 

 

If you have a complaint that relates to a clear breach of the Church’s Standards of Ethical 

Behaviour or of the underlying policies and this has been confirmed at step 3.3: 

 

5.1  PSD will carry out an assessment as provided for at step 3.3. 

 

5.2   The steps set out above at 3.4 – 3.6 will be followed. 

 

5.3  If your complaint is assessed as plausible, PSD will notify the Church’s applicable persons 

of authority. The applicable persons of authority and PSD will decide, taking into account all 

of the circumstances, whether any immediate action in regard to the respondent must be 

taken. 

 

5.4  PSD will organise for an investigation to be carried out in a timely manner. PSD may 

conduct the investigation itself or appoint an independent, external body to investigate.5 This 

may involve seeking further information from you, the respondent and other parties.6 PSD will 

avoid, if possible, making you repeat your account of what happened. The same standards 

will be applied, in relation to investigating your complaint, whether or not the respondent is a 

person in a ministry role. 

 

5.5 PSD will aim for a report, which sets out conclusions, to be completed within 30 days of 

the date of the assessment.7 The report will conclude whether your complaint is sustained, 

partially sustained or not sustained.8 PSD will provide this report to you, the respondent and 

the applicable persons of authority.  

 

5.6  PSD will allow you and the respondent at least seven days to object to any factual errors 

in the report. If PSD receives any objections, it will organise for the report to be amended if 

necessary. 

 

5.7   If your complaint is sustained or partially sustained, there will be a second report with 

recommendations regarding actions. PSD will only send this second report to the respondent 

and the applicable persons of authority.9  

 

5.8 PSD will allow the respondent at least seven days to object to any factual errors in the 

second report. If PSD receives any objections, it will organise for the second report to be 

amended if necessary. 

 

5.9 The applicable persons of authority will write to both parties, with their response to the 

report and the recommendations, within 30 days of receiving the second, final report. 

                                                           
5 Taking into account the nature of the allegations 
6 The form of an investigation may range from conducting one or two further conversations to a full 

scale, forensic exercise. 
7 If PSD is unable to meet this deadline, it will provide regular updates to both you and the respondent. 
8 The relevant standard of proof is the balance of probabilities, having regard to the principles set out in 

the case of Briginshaw v Briginshaw. 
9 Possible actions may involve training, counselling, a requirement for a written apology, an official 

warning, a suspension, use of the judicial system of the Church exercising the provisions of Article 10.3 of 

the Constitution or a permanent removal from office. If you wish to request a Reconciliation Ministry 

exercise, this may also be considered. 
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5.10  The persons of authority are responsible for implementing the course of action they 

have determined to be appropriate. This will include the provision of any pastoral care to you 

and the respondent. PSD will have no further role, except as defined in 5.11, unless 

specifically requested by the persons of authority.   

 

5.11  With the aim of the Church making systemic improvements, PSD will request feedback 

from you and the respondent.10  

 

Review of this Procedure 

This Procedure will be regularly reviewed in consultation with relevant ministries. 
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10 A brief report will be prepared and provided to the applicable persons of authority, which sets out 

any opportunities for development. You and the respondent will not be given access to the report. 


