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Complaints Policy & Procedure 

 
1. Policy statement 
The Latymer Christian Fellowship Trust (LCFT) aims to provide high quality services which 
meet the needs of users, and we welcome positive feedback about these. We recognize, 

however, that at times a user may wish to complain about the service received. We 
encourage open communication between staff, management and users at all times, and 

some complaints may be made and resolved informally. However, in order to ensure that 
our services remain at a high and improving standard, we also have a formal procedure 
through which you can let us know if for any reason you are not satisfied with any aspect 

of our service. 
 
2. Procedure 

 
Stage 1: Staff 
If you have a complaint about any aspect of LCFT’s service you can speak or write to the 

relevant staff member, or the Church Leader and ask for the details to be recorded in the 
complaints record. We may be able to give you a response straight away. Where the 
matter is more complicated the Church Leader will aim to give you at least an initial written 

response within five working days. 
 
Stage 2: Trustees 

If you are dissatisfied with the response, or wish to raise the matter more formally, please 
write to the Chair of Trustees c/o Latymer Community Church, 240 Lancaster Road, 
London, W11 4AH. All written complaints to the Chair of Trustees will be logged. The 

Trustees will then investigate your complaint by reviewing the earlier response and 
recording any additional information. The Chair of Trustees will aim to give you a reply 

within ten working days, setting out how the problem will be dealt with. If this is not 
possible, an interim response will be made informing you of the action taken to date or 
being considered. The Trustees’ decision will be final. 
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