
SanctuarY 

Complaints Policy 
And God heard the voice of the child where he was … (Genesis 21:17) 

Purpose 

This policy seeks to help us live out our Biblical mandate as well as our responsibilities to comply with 

Child Safe Standards. It outlines how Sanctuary handles complaints regarding the safety and wellbeing 

of people of all ages, especially children. 

Scope 

This policy applies to all staff, the Leadership Team, volunteers, members and children. It applies to all 

activities conducted by Sanctuary. 

1. Grievance Procedures 

1.1. Anyone who believes that a pastor or another leader or member of the church has behaved 

in a way that is inappropriate, unethical, abusive or criminal, is urged to report their concerns 

to one or more of the following:  

• A Pastor of the church; 

• A member of the leadership team; 

• The Area Minister, whose contact details are in the church Contact Directory and on the 

BUV website; 

• The Baptist Union of Victoria’s Professional Standards Worker, whose contact details are 

on the BUV website (especially appropriate if complaint is against a pastor or leader of 

the congregation); and 

• The police (if the complaint involves criminal behaviour). 

1.2. Sanctuary affirms the BUV’s Complaints Procedure for the handling of any issues raised by 

church members or members of the public about the conduct of leaders and/or pastors. This 

procedure is available on the BUV website. 

1.3. The church will conduct a whole-of-church or pastoral performance review each year. This 

review will always include an invitation to comment or report on any area of the ministry of 

the pastor or other leaders in which respondents have a concern about behaviour that might 

be inappropriate, unethical, dangerous or abusive.  

2. Abuse 

2.1. A person to whom an allegation of abuse is disclosed should treat the allegation seriously, 

pass on the allegation immediately and appropriately as required by the Failure to Disclose 

law, and not try to investigate, evaluate or assess the truth of the allegation themselves. 

2.2. A person with whom a possible victim initiates a disclosure must listen sensitively, and ask no 

more than the open-ended questions necessary to establish whether or not there is 

reasonable belief of harm. 

2.3. A person involved in our church who has reasonable belief of abuse – physical, sexual, 

emotional, spiritual, neglect, sexual exploitation or grooming – of children will, as soon as 

possible: 

2.3.1. Inform, as appropriate: 
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• A pastor of the church; 

• The designated Head of Organisation; 

• The parents or carers, if deemed suitable and not putting the child further at risk. 

• The Area Minister, whose contact details are in the church Contact Directory and on the 

BUV website; 

• The Baptist Union of Victoria’s Professional Standards Worker, whose contact details are 

on the BUV website (especially appropriate if complaint is against a pastor or leader of 

the congregation);  

• DHHS Child Protection (for significant concerns) or Child First (for low to moderate 

concerns). 

• If the allegations involve criminal offences including but not limited to sexual offences, 

sexual exploitation, grooming, failure to disclose or failure to protect, the Victorian police. 

These offences are explained more fully in the factsheets attached to this document. 

2.3.2. Let the victim and the reporter know separately that the information will be acted on, 

and that confidentiality cannot be maintained. 

2.3.3. Let the victim and family know about the steps that the church is taking. 

2.3.4. Ensure that the victim and family are linked in with appropriate support, such as 

counselling. 

9.3.5 Activate the process required under the Victorian Reportable Conduct Scheme (see the 

relevant information sheet in the appendices of this document) beginning with notifying the 

Commission for Children and Young People within three days, either directly or through the 

Baptist Union of Victoria’s Professional Standards Worker, if the allegation involves any of the 

following reportable conduct: 

9.3.5.1. sexual offences (against, with, or in the presence of, a child); 

9.3.5.2. sexual misconduct (against, with, or in the presence of, a child); 

9.3.5.3. physical violence (against, with, or in the presence of, a child); 

9.3.5.4. behaviour that is likely to cause significant emotional or psychological harm 

to a child; 

2.3.5. 5. significant neglect of a child. 

2.4. All complaints, disclosures or breaches of the Code of Conduct, especially those which relate 

to the safety of children, should be recorded and the records stored safely with due regard 

for security and privacy requirements (e.g. laptop with password). Records should include a 

factual account of the report in the reporter’s own words including any dates, times, and 

names; an account of all actions taken; any internal investigations; and any reports made to 

statutory authorities or professional bodies including dates and times of any phone calls or 

other reports. 

2.5. A chart outlining the process for reporting concerns about the safety of children is included 

in Appendix 2 of this document. 

3. Relevant documents 

3.1. This document must be read in consultation with: 

• Congregational Commitment  

• Leadership Covenant  

• Child Safety and Wellbeing Policy  

• Code of Conduct  

• Complaint Handling Policy  
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• Risk Management Plan  

• Child Safe Training Plan  

 

3.2. This document is shaped by the following legislation: 

• Child Wellbeing and Safety Act 2005 (Vic) (including Child Safe Standards) 

• Children, Youth and Families Act 2005 (Vic) (including reporting to Child Protection) 

• Crimes Act 1958 (Vic) (including Failure to Protect and Failure to Disclose offences) 

• Wrongs Act 1958 (Vic) (including Part XIII – Organisational liability for child abuse) 

 

Definitions 

Leadership Team means the pastor and the commissioned leaders of Sanctuary. 

Child abuse means: 

• a sexual offence committed against a child 

• an offence committed against a child under section 49M(1) of the Crimes Act 1958 (Vic), such as 

grooming 

• physical violence against a child 

• causing serious emotional or psychological harm to a child 

• serious neglect of a child.  

Harm is damage to the health, safety or wellbeing of a child or young person, including as a result of 

child abuse by adults or the conduct of other children. It includes physical, emotional, sexual and 

psychological harm. Harm can arise from a single act or event and can also be cumulative, that is, 

arising as a result of a series of acts or events over a period of time. 

Child/Children means a person who is under the age of 18 years. 

A concern refers to any potential issue that could impact negatively on the safety and wellbeing of 

children. 

A complaint is an expression of dissatisfaction to Sanctuary related to one or more of the following: 

• our services or dealings with individuals  

• allegations of abuse or misconduct by a staff member, a volunteer or another individual associated 

with Sanctuary 

• disclosures of abuse or harm made by a child or young person 

• the conduct of a child or young person at Sanctuary 

• the inadequate handling of a prior concern 

• general concerns about the safety of a group of children or activity. 

 

Date of Policy:  1 July 2022  

Approved by: Leadership Team 

Review date:  1 July 2024
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 SanctuarY 

Responding to Incidents, Disclosures  

and Suspicions of Child Abuse 

WHO CAN REPORT? Parent Child 
Church member  

or participant 

WHAT 
TO REPORT? 

 

Child safety concerns, including: 

• Disclosure of abuse or harm 

• Allegation, suspicion or observation 

• Breach of Code of Conduct 

• Environmental safety issues 

 
 
 
 

 Call 000 if a child is in immediate danger 

HOW?  Face to face verbal report, letter, email, telephone call, meeting 

TO WHOM?  
A pastor, a member of the leadership team, the Area Minister,  

or the BUV’s Professional Standards Worker.  
Unless the complaint involves the pastor, start with the pastor. 

WHAT  
HAPPENS NEXT? 

 

The church leader(s) to whom you report will: 

• Offer support to the child, the parents or carers, the person who reports 
and the accused staff member or volunteer, as appropriate. 

• Initiate processes to ensure the safety of the child and clarify the nature 
of the complaint, and contact the Professional Standards Worker of the 
Baptist Union of Victoria if professional standards have been breached. 

• In accordance with legal requirements and duty of care, decide whether 
the matter must be reported to DHHS Child Protection and/or Victoria 
Police and, if required, make the report as soon as possible. Victoria 
Police or DHHS Child Protection will advise what, if any, information can 
be shared with parents or carers. 

OUTCOME  
External investigation; outcome decided; relevant staff, volunteers, parents or 
carers of child notified of outcome; policies and procedures may be updated 

CONTACTS 

DHHS CHILD PROTECTION 
West Division (Rural) 1800 075 599 
After hours, weekends,  
public holidays 13 12 78 

CHILD FIRST  
1300 543 779 

VICTORIA POLICE 
In an emergency 000  
Warrnambool Police 5560 1333 

BUV PROFESSIONAL STANDARDS 
Brenda Williams 0425 752 238 

 


