
Gosford SDA Church 
Complaints Handling Policy 

1. APPLICATION OF COMPLAINTS HANDLING POLICY AND 
ASSOCIATED POLICIES  
1.1 This Complaints Handling Policy applies to complaints arising under this policy and the 
following policies:  

 . The AdSafe Code of Conduct;  

 . Seventh-day Adventist Church Child and Vulnerable Person Protection Policy;  

 . Nominating Committee Checklist 

 . Seventh-day Adventist Church Risk Mitigation Guidelines 

 .  Seventh-day Adventist Church Role Requirements Guidelines 

 

1.2 In such cases where this policy is inconsistent with the associated polices listed in clause 
1.1 above the associated polices shall prevail and this policy to the extent of the inconsistency, 
shall be invalid. 

1.3 The scope of this Policy shall be the same as that set out in the AdSafe Code of Conduct. 
This Policy shall also apply to all Complaint Officers in respect of any duty or function 
performed by them under this Policy. 

1.4 Subject to this Policy the Welfare Handbook provided to persons who make complaints 
under this Policy shall describe the scope of this Policy, and that description must be 
consistent with clause 1.5 below and  shall cover all persons covered under the scope of the 
current Ad Safe Code of Conduct  

1.5 In addition to the scope provided for under section 1.3 above the scope of this policy 
shall apply to: 

a) Employees of the Seventh-day Adventist Church and its affiliated entities in 
ministry roles working directly or indirectly with children and vulnerable adults in a 
church or affiliated entity. 



b) Members of local church, conference, union and division boards or committees 
overseeing services for children or vulnerable adults in a church or affiliated entity. 

c) Volunteers in roles involving children in any program, activity or event run by a 
local Seventh-day Adventist Church or an affiliated entity of the Seventh-day 
Adventist Church. Programs including ministries such as Pathfinders and events 
which include overnight camps. 

 

 

 

 



2. KEY SUPPORT PRINCIPLES IN COMPLAINT HANDLING 
2.1. Gosford SDA Church is committed to ensuring that allegations of sexual harassment, 
harassment, bullying, discrimination and other breaches of the Code of Conduct and 
Associated Policies (see 1.1 above) are dealt with promptly, confidentially and in accordance 
with the principles of procedural fairness for all parties involved.  

2.2. It is important that the handling and resolution of any complaint is undertaken in a 
manner that is respectful, trauma informed, culturally safe, particularly for, and avoids 
additional distress to complainants, survivors and victims. 

2.3. It is also important throughout the complaint handling and resolution process that 
complainants are adequately supported and are aware of the support options and 
complaint reporting options available to them. Contact Officers and Complaint Managers 
can provide information on available support options, including External Support Providers.  

2.4. To facilitate the implementation of this policy, Contact Officers, Adsafe Compliance 
Assistant, Adsafe Responsible Officer may be provided with a Complaints Handbook to assist 
them in dealing with complaints in accordance with this Policy.  

2.5. In order to respect the privacy of complainants and the principles of natural justice, 
Gosford SDA Church will not comment on any complaint while it is being investigated or 
subject to any process or action in relation to a complaint except to say that this policy is 
being complied with. 



3. CONTACT OFFICERS  
3.1 Contact Officers are available to serve as an initial point of contact for any complainant. 

3.2 From time to time, Gosford SDA Church Contact Officers may be appointed by either the 
Church Board or the Nominating Committee to assist the AdSafe Responsible Officer and or 
Complaint Managers  in carrying out their duties. 

3.3 The Church Board shall consider whether a sufficient number of Contact Officers has 
been appointed to provide complainants with a reasonable choice of contact, having regard 
to accessibility, personal safety, and sensitivity to individual needs. 

3.4 So far as is practicable, the Church Board shall ensure that at least two suitably qualified 
persons are appointed as Contact Officers in accordance with this policy. 

3.5 So far as is practicable, the Church Board shall ensure that at least one male and one 
female Contact Officer are appointed to assist the AdSafe Responsible Officer in carrying out 
their duties. 

3.6. Contact Officers have completed AdSafe training and are familiar with this policy and 
the Code of Conduct and Associated Policies. In carrying out their role, a Respect Contact 
Officer will support the complainant by: 

(a)   taking all complaints seriously; 

(b)   listening without interrupting; 

(c)    letting the person express how they feel and respecting the words they use in 
reference to the incident or incidents; 

(d)   acknowledging if the person is in distress and may have difficulties in expressing 
themselves; 

(e)   respecting the decisions of a complainant; and 

(f)        provide information to complainants on External Support Providers, being 
organisations that have the training and capacity to support the complainant. 

(g)   respect the confidentiality of those involved in the complaint, subject to the 
requirements of this Policy, mandatory reporting obligations and any applicable duties 
under work health and safety legislation; 

 
 



3.7. The role of a Contact Officer is to: 

(a)   receive complaints; 

(b)   act promptly;  

(c)    assess the nature of a complaint and provide initial information and advice to the 
complainant regarding the complaints handling process and options available to the 
complainant under this Policy;  

(d)   initiate immediate action where there is imminent danger/ immediate risk; 

(e)   refer complaints to an appropriate Complaint Manager 

(f)        refer complaints to another capable Contact Officer if they have a conflict of interest; 

(g)   respect the confidentiality of those involved in the complaint, subject to the 
requirements of this Policy, mandatory reporting obligations and any applicable duties 
under work health and safety legislation; 

(h) Provide all people who make a complaint with a welfare Handbook  

(i) Ensure appropriate details of the complaint are provided either to the Complaints 
Manager or to the AdSafe Responsible Officer  

 

3.8 Contact Officers must be listed in attachment A before they may hear cases and in such 
cases where they are not listed in attachment A they must refer all complaints to another 
complaint officer  

 

Qualifications for Contact Officers 

3.9 The Church Board shall ensure that at least two appointed Contact Officers have been 
members of Gosford SDA Church for a continuous period of not less than twelve (12) 
months immediately prior to their appointment. 

3.10 The role of Contact Officer is a child-related role. Accordingly, each Contact Officer 
must meet all AdSafe requirements before undertaking any duties or functions of the role. 
The Church Board must also be satisfied that each Contact Officer is capable of performing 
their functions in accordance with this policy. Any person meeting these requirements shall 
be deemed qualified to act as a Contact Officer. 

 

3.11 The Board in such cases where no contact officer is available or where the Board 
determines that there is no complaint officer who subject to this policy would be able to 



hear a complaint the Board may temporarily authorise a member of the appeals and Safety 
Committee to perform the duties of a contact officer.



5. AD SAFE RESPONSIBLE OFFICER   
5.1. The AdSafe Responsible officer shall oversee the faithful implementation of this policy  

5.2. The  AdSafe Responsible officer may receive complaints 

5.3 Until the Board decides otherwise the Ad Safe Responsible officer shall carry out the 
duties and functions of a Complaint Manager 

5.4 For the purposes of this policy the role of the Ad Safe Responsible officer is to: 

(a) act promptly; 

(b) take all complaints seriously; 

(c) respect the confidentiality of those involved in the complaint, subject to the 
requirements of this Policy, mandatory reporting obligations and any applicable duties 
under work health and safety legislation; 

(d) receive referrals from a Complaint Manager to action complaints in accordance with the 
requirements of this Policy 

(e) record appropriate details of all complaints as required by this Policy or the Board 

 

5.5 For the purposes of this Policy the Ad safe Responsible Officer is unavailable if the Ad 
safe Responsible Officer — 

(a)  is absent from the State of NSW or Australia for more than seven days, or 

(b)  is physically or mentally incapacitated, or 

(c)  is otherwise unavailable to exercise and perform the duties and functions of the Ad safe 
Responsible Officer  

 

5.6 For the purposes of this Policy, the Senior Officer shall be the AdSafe Responsible 
Officer. 

Where the AdSafe Responsible Officer is unavailable, the Board may acting under clause 4.1 
designate one of the Complaint Managers to act as the Senior Officer. 

If the AdSafe Responsible Officer is unavailable and no Complaint Manager is available or no 
other Complaint Manager has been chosen by the Board under clause 4.1 , the AdSafe 
Compliance Assistant shall act as the Senior Officer. 

 



4. COMPLAINT MANAGERS 
4.1 Subject to this Policy, the position of Complaint Manager shall be held by the AdSafe 
Responsible Officer unless the Board determines otherwise. 

To provide operational clarity, the Board may from time to time appoint a Deputy Complaint 
Manager or another member of the Complaints and Appeals Committee to perform the role 
or functions of Complaint Manager. 

The Board may also determine that more than one Church Officer may discharge the 
functions and duties of Complaint Manager. 

4.2 For the purposes of this policy the Board shall designate one of the Adsafe Compliance 
Officers to hold the position of Deputy Complaint Manager.  

4.3 Where the Complaint manager has a perceived, actual or potential conflict of interest in 
relation to a complaint, or where the Complaint Manager is unavailable the Deputy 
Complaint Manager will facilitate the process with the same authority as a Complaint 
Manager  

4.4. Complaint Managers receive complaints, including referrals from Contact Officers, or 
the Adsafe Responsible Officer and then act and provide guidance to ensure that the 
complaint is handled in accordance with this Policy.  

4.5. Complaint Managers have completed Adsafe training and are familiar with this Policy 
and the Code of Conduct and Associated Policies. In carrying out their role, a Complaint 
Manager will support the complainant by: 

(a)   taking all complaints seriously; 

(b)   listening without interrupting; 

(c)    letting the person express how they feel and respecting the words they use in 
reference to the incident or incidents; 

(d)   acknowledging if the person is in distress and may have difficulties in expressing 
themselves; 

(e)   respecting the decisions of a complainant; and 

(f)        provide information to complainants on External Support Providers, being 
organisations that have the training and capacity to support the complainant.



4.5. The role of a Complaint Manager is to: 

(a)   refer complaints to another Complaint Manager or the deputy Complaint Manager or 
the Adsafe Responsible officer or an authorised third party if they have a conflict of interest; 

(b)   confirm complaints fall under this Policy including the appropriate jurisdiction for the 
complaint to be actioned; 

(c)    provide advice to the complainant about the complaint handling process and options 
available to the complainant for resolving their complaint;  

(d)   provide information to the respondent promptly, this may include advising the 
respondent that a complaint has been made with the consent of the complainant; 

(g)   ensure appropriate details of the complaint are recorded in accordance with the 
specifications of the AdSafe Responsible Officer or the Board; 

(h)   initiate immediate action where there is imminent danger/ immediate risk; 

(i)        record appropriate details of all complaints as required by this Policy, the AdSafe 
Responsible Officer or the Board; 

(j)        respect the confidentially of those involved in the complaint, subject to the 
requirements of this Policy, mandatory reporting obligations and any applicable duties under 
work health and safety legislation; and  

(k) act promptly. 

 



6. REPORTS TO THE SENIOR OFFICER   
6.1 All employees of Gosford Church, Church Office holders and volunteers must report all 
allegations of criminal conduct, alleged criminal convictions or other findings, investigable 
conduct, and breaches of the Code of Conduct and associated policies (see 1.1) to the Senior 
Officer. These matters will be dealt in accordance with this policy.  

6.2 Alternatively concerned members of the community may and all volunteers must report 
all allegations of criminal conduct, alleged criminal convictions or other findings, 
investigable conduct, and breaches of the Code of Conduct and associated policies (see 1.1) 
to AdSafe and seek advice on how to manage the matter. 

6.3 The Seventh-day Adventist Church Child and Vulnerable Person Protection Policy require 
the designation of a senior officer. The Church Officer designated as the senior officer under 
this policy fulfils that role and is responsible for carrying out the duties and functions 
prescribed by that policy. 

6.4. The senior officer is to report all allegations of criminal conduct, alleged criminal 
convictions or other findings, alleged reportable and investigable conduct, breaches of the 
Code of Conduct to AdSafe and seek advice on how to proceed with the matter. These 
matters will be dealt with in accordance with this policy  

6.5 The Senior Officer will report all alleged criminal conduct to police. The Senior Officer 
will report all alleged harm or risk of harm to children to the designated government child 
protection agency in NSW.  

 

 
 



7. LESS FORMAL RESOLUTION OPTIONS   
7.1. Different methods of resolution may be used to resolve potential complaints, depending 
on the nature of the allegations, the seriousness of the alleged behaviour, and the wishes of 
the complainant.  

7.2. Less formal resolution processes are usually appropriate where the allegations are less 
serious in nature or the complainant wishes to pursue a less formal resolution. 

7.3. Less formal resolution options include: 

(a)   the complainant contacting the person directly either verbally or in writing to 
tell the person that they do not like the behaviour, and asking that it stop; and 

(b)   a facilitated meeting between the complainant and respondent, noting that 
this option will be dependent on the respondent’s willingness to participate in a 
meeting. 

7.4.    The purpose of self-resolution is to enable the parties to resolve the matter 
themselves. The complainant may seek advice on possible strategies from a Complaint 
Manager. 

7.5.    The purpose of less formal resolution is to allow the complainant to put their 
complaint forward in a supported environment to the respondent, with the aim of ensuring 
the offending behaviour ceases.  

7.6.    Outcomes from less formal options include: 

(a)                      an acknowledgement of complaint; 

(b)                     an apology; 

(c)                      undertaking not to repeat behaviour; 

(d)                     undertaking to change behaviour; 

(e)                      agreement to undertake additional training; and (f) agreement regarding 
conduct in the future. 

7.7. If a complainant or respondent does not believe an issue can be resolved by less formal 
resolution, they should advise the Complaint Manager as soon as practical. The Complaint 
Manager will then advise the complainant of other resolution options.  

 



8. MORE FORMAL RESOLUTION OPTIONS 
8.1. Where a complaint is not resolved by less formal resolution, the Ad Safe Responsible 
Officer may take more formal resolution options, with the consent of the complainant. In 
this instance, the Ad Safe Responsible Officer may seek the advice of the Appeals and Safety 
Committee on next steps.  

8.2 Notwithstanding anything in this Policy, Formal Resolution Options must not be used to 
replace, override, or circumvent the safeguarding processes established by AdSafe or the 
Local Church Conference and where a matter falls within the purview of those processes 
they shall take precedence. 

8.3 Any review undertaken under this Policy must be primarily conducted solely for the 
purpose of assessing whether the Church’s policies, procedures, and practices are fit for 
purpose in mitigating risks to children and vulnerable persons, and for providing 
recommendations to the Board regarding improvements to this Policy or other procedures 
used by the Church to manage such risks. 

8.4 A review conducted under this clause must not interfere with, duplicate, prejudice, or 
seek to determine matters that are properly the subject of an investigation conducted by 
AdSafe or by any investigative authority of the Government of New South Wales or the 
Commonwealth of Australia. 

8.5 An investigation may consider other relevant matters where it is reasonably necessary 
to do so, but only to the extent that such consideration: 

(a) is consistent with the procedures established by AdSafe; 

(b) is practicable in the circumstances; and 

(c) is compatible with the principles set out in clause 2.1. 

8.5. Having regard to the principles set out at clause 2.1, the following steps may be taken, 
as part of more formal action:   

(a)   a mediation between the complainant and respondent in the first instance to resolve 
the complaint, with the consent of both parties to the complaint; or  

(b)   an independent third party may be appointed by the Complaint Manager to 
investigate the complaint with the consent of the complainant. 

8.6. Subject to this policy by way of general guidance, if an investigation is commenced the 
Investigator will be provided with Terms of Reference authorised by the AdSafe Responsible 
Officer to investigate the complaint. As part of the investigation process the following may 
occur:  

(a)   the complainant may be asked to provide written details of the complaint or may be 
interviewed, with a support person or adviser if required;  



(b)   relevant details of the complaint will be conveyed to the respondent;  

(c)    the respondent will be given 7 days to respond, or as otherwise reasonably 
determined by the Investigator;  

(d)   the respondent may be asked to provide written details of the response to the 
complaint or may be interviewed, with a support person or advisor, if required;  

(e)   Subject to Clause 8.5. the complainant may be required to provide an affidavit or 
statutory declaration verifying on oath the truthfulness of the complaint;  

(f)        Subject to Clause 8.5. the respondent may be required to provide an affidavit or 
statutory declaration verifying on oath the truthfulness of the response to the complaint;  

(g)   if there is a dispute over facts, other relevant evidence may be gathered and 
witnesses may be interviewed;  

(h)   a finding may be made as to whether the complaint is substantiated to the 
satisfaction of the Investigator on the balance of probabilities; and  

(i)        a written report may be prepared, documenting the evidence, the finding and any 
recommendations including disciplinary action.  

8.7.    The final investigators report must be provided to the Board, the Ad Safe 
Responsible Officer, and unltil the Board otherwise decides the Appeals and Safety 
Committee.  

8.8.    Where a complaint is not substantiated, parties are to be advised and the matter will 
be closed as soon as is practicable after they have received the investigators final report. 
But in all such cases the matter shall not be closed for seven days after they have received 
the investigators final report 

8.9. If the complaint is substantiated, in whole or in part, by the Investigator, the AdSafe 
Responsible officer must, within four days, notify the respondent and provide them with 
seven days to make submissions regarding the proposed consequences or disciplinary 
action. 

8.10 Until the Board otherwise provides within four days of receiving the respondent’s 
submissions, where it is recommended or proposed that the sanction or disciplinary action 
include the suspension or removal of a Church Officer, the AdSafe Responsible Officer must 
refer the matter to the Board. 

8.11. Notwithstanding anything in this Policy every Church Officer holds a child-related role 
and the AdSafe Responsible Officer may, in accordance with the Seventh-day Adventist 
Church Role Requirements Guideline, temporarily stand down a Church Officer.  

8.12 Where, within 7 days of receipt of the respondent’s submissions, it is recommended or 
proposed that the sanction or disciplinary action does not include the suspension or 



removal of the Church Officer, the AdSafe Responsible Officer may determine the sanction 
or other disciplinary action to be taken, unless the Board determines otherwise.  

The Board may determine the extent to which the AdSafe Responsible Officer may exercise 
this authority. 

Notwithstanding anything in this clause, the Board must not restrict the ability of the AdSafe 
Responsible Officer to act in a manner that is required or permitted under the Code of 
Conduct, associated policies, or other procedures established by AdSafe. 

 

8.13. In its discretion, the Ad Safe Responsible Officer may also refer matters for decision on 
sanction or disciplinary action to the Board or the appeals and safety committee where the 
proposed sanction is not suspension or removal of a Church Officer at any time.  

8.14. The AdSafe Responsible Officer must notify the Church Clerk that a formal complaints 
process has commenced. The AdSafe Responsible Officer may also provide the Board with a 
de-identified report to ensure that the Board is aware that a formal complaints process is 
underway. 

8.15. Where the Board has concerns regarding a complaint, including whether the matter 
may require appeal or a more formal resolution process, the Board may raise those 
concerns with the AdSafe Responsible Officer in accordance with this Policy. 

 

 

 

9. COMPLAINTS INVOLVING CRIMINAL CONDUCT 
9.1. Some forms of harassment, including sexual harassment may constitute a criminal 
offence. This includes physical assault, indecent exposure and sexual assault.   

9.2. Complaint Officers must be aware that criminal conduct is able to be reported to the 
Police by the complainant and should not attempt to prevent a person from reporting these 
matters to the police.  

9.3. Any referral to the police or external agencies by Gosford SDA Church will be done in 
consultation with, and consent by, the complainant, subject to the requirements of this 
Policy, mandatory reporting obligations and obligations under work health and safety 
legislation. 

9.4. Where a police or other agency investigation or prosecution is underway, the board 
must notify Adsafe and if relevant seek out legal advice in relation to next steps under this 
Policy including whether any action should be placed on hold.  



  

10. ALLEGATIONS OF SEXUAL ASSAULT 
10.1. Where an allegation of sexual assault is made, the Complaints officers should be active 
in its support of the complainant by providing appropriate details of External Support 
Providers. 

10.2. Survivors of sexual assault should be in control of the decisions affecting them, 
especially their right to decide whether to seek counselling, medical services, police or legal 
intervention. 

10.3. At all times the privacy of the complainant should be respected and no information 
should be shared without their consent, subject to the requirements of this Policy, 
mandatory reporting obligations and obligations under work health and safety legislation. 

10.4. At all times complaints will be managed in a way which acknowledges and is respectful 
of the fact that sexual assault is a traumatic incident and every individual will differ in the 
impact upon their ability to make immediate decisions and to communicate. 

10.5. External Support Providers (see 18. below) are best placed to provide advice about 
legal options, court preparation and court support to the complainant and it is not intended 
that Complaint Officers or the Complaint Manager provide these types of support to the 
complainant.  

 

11. PROCEDURAL COMPLAINTS  
11.1 All procedural complaints received under this Policy shall, in the first instance, be 
handled by the AdSafe Responsible Officer in accordance with this Policy and any associated 
procedures, but only where the matter does not involve an action or decision taken directly 
by the AdSafe Responsible Officer. 

11.2 The AdSafe Responsible Officer shall ensure that procedural complaints are addressed 
promptly, fairly, and in a manner that upholds natural justice and procedural fairness. 

11.3 The Board may, at its discretion, refer any procedural complaint to the Appeals and 
Safety Committee for review or recommendation. The Board may also seek the advice of an 
authorised third party.  

11.4 In all cases where a procedural complaint is referred to an authorised third party or the 
Appeals and Safety Committee, the AdSafe Responsible Officer shall provide all relevant 
information and documentation necessary for the fair and timely consideration of the 
complaint. 



 
 



12. CONSEQUENCES AND DISCIPLINARY ACTION 
12.1. A breach of the Code of Conduct or the associated policies, depending on its nature 
and severity, may lead to disciplinary action being taken by the Adsafe Responsible Officer, 
which may include:  

(a) counselling;  

(b) requiring an apology;  

(c) conciliation/mediation conducted by an impartial third party;  

(d) training on expected standards of behaviour;  and (e) a warning. 

12.2 A breach may also lead to the Ad Safe Responsible standing down a church officer in 
accordance with Seventh-day Adventist Church Role Requirements Guidelines or the other 
associated policies (see 1.1)  

12.3. A decision made under this Policy to impose a sanction or take disciplinary action 
against a respondent is binding, subject to any appeal available under this policy.  

 



13. APPEALS  
 

13.1 Either the complainant or the respondent may make a written request for an appeal 
within seven days of being notified of the determination of the AdSafe Responsible Officer. 
An appeal may only be made on the ground that procedural fairness was denied. The 
written request for an appeal must clearly state the grounds of appeal and be submitted to 
both the Church Clerk and the AdSafe Responsible Officer. 

13.2 Upon receipt of a request for an appeal, the AdSafe Responsible Officer must promptly 
notify the Board and the Appeals and Safety Committee of the appeal.  

13.3 The Board may establish an Appeals and Safety Committee to review any appeal 
referred to it. The Appeals and Safety Committee shall provide guidance and 
recommendations to the Board to ensure that the appeal is managed in accordance with 
this Policy and any other associated policies (see clause 1.1). 

13.4 The Appeals and Safety Committee must determine whether it will hear the appeal 
and, if so, whether the appeal will be considered on papers or by way of a hearing. 

13.5 The Board must ensure that the process by which the Appeals and Safety Committee 
reviews appeals is practicable, unbiased, and procedurally fair. 

13.6 Until the Board otherwise determines, the Appeals and Safety Committee may decide 
whether an appeal is to be considered by a panel of its members or by a single member of 
the Committee. Where an appeal is considered by a single member, the findings and 
recommendations must be reviewed by at least one other member of the Committee 
before a written report is submitted to the Board. 

13.7 The Appeals and Safety Committee must complete its review of an appeal and submit a 
written report to the Board within one hundred days of receiving the appeal. If the 
Committee is unable to reach a decision within this period, the Board may either determine 
the matter itself or refer the appeal to an authorised third party for determination. 

13.8 The Board may refer matters relating to the interpretation of this Policy to the Appeals 
and Safety Committee for advice. 

13.9 A breach of procedural fairness exists where a reasonable person might perceive 
that the process leading to a determination under this Policy was unfair, biased, or did 
not provide a genuine opportunity for the affected parties to be heard. 

13.10 The Appeals and Safety Committee is responsible for advising the Board on 
what constitutes a breach of procedural fairness and may determine whether a 
breach of procedural fairness arises in relation to any appeal or matter considered 
under this Policy. A breach of procedural fairness is taken to arise where the 



Committee determines that a breach of procedural unfairness has occurred, or where 
the circumstances meet the test set out in clause 13.9 

13.11 Subject to this policy in determining whether a breach of procedural 
fairness exists, the Appeals and Safety Committee must consider whether: 

(a) a party was adequately informed of matters adverse to their interests; 
 (b) a party was given a reasonable and genuine opportunity to respond to 
those matters; 
 (c) the decision-maker approached the matter impartially and without actual or 
perceived bias; 
 (d) the procedures required by this Policy or any associated policy were 
followed; and 
 (e) a reasonable person could perceive that the process was fair, unbiased, and 
properly conducted. 

13.12 For the purposes of clause 13.11 a breach of procedural fairness does not 
arise in such cases where the AdSafe Responsible Officer carries out any of their 
duties and functions under this policy in accordance with clause 5.1  

13.13 A breach of procedural fairness does not arise from a minor or technical 
procedural defect unless the Appeals and Safety Committee determines that 
the defect could reasonably have affected the outcome of the determination or 
undermined confidence in the fairness of the process. 

 

 



14. MISCELLANEOUS  
14.1 Victimisation of a person for making a complaint or participating in making a complaint 
under this Policy constitutes a breach of this Policy. Where a Church Officer engages in 
victimisation, the AdSafe Responsible Officer must seek advice from AdSafe regarding the 
appropriate response.  

14.2 For the purposes of this policy an authorised third party is AdSafe.  

14.3 Until the Board determines otherwise, Complaint Managers and the AdSafe 
Responsible Officer may serve as members of the Appeals and Safety Committee for the 
purpose of assisting with the review of safety plans and other matters relating to the 
implementation of the Seventh-day Adventist Church Risk Mitigation Guidelines. 

A Complaint Manager or the AdSafe Responsible Officer must not participate in any meeting 
or decision of the Appeals and Safety Committee where they have a conflict of interest that 
may impede the proper discharge of the Committee’s functions. 

In any such case, the Board shall determine which persons may attend and participate in 
meetings of the Appeals and Safety Committee. 

 

14.4 In any matter concerning the review of procedural fairness, the AdSafe Responsible 
Officer and Complaint Managers shall be deemed to have a conflict of interest and must not 
participate in the determination of the appeal. 

14.5 All parties to a complaints process must maintain confidentiality. A failure to maintain 
confidentiality constitutes a breach of this policy and shall lead to appropriate disciplinary 
and other such measures being taken. 

14.6 The Church Clerk shall be responsible for maintaining and securely storing the 
authoritative copy of this Policy as it is in force from time to time, including the current 
version of Attachment A. 

Where an alteration is made under clause 14.7, the Church Clerk must update the stored 
copy of the Policy to reflect the alteration and ensure that the version held by the Church 
Clerk constitutes the official record of the Policy currently in operation. 

 

Alterations to the Policy  

14.7 The Board may, by a two thirds majority, make amendments to this Policy solely for the 
purpose of ensuring that the Board is able to implement a procedurally fair process for the 
handling of complaints. 



Notwithstanding anything In this clause where this Policy provides that a provision shall 
apply “until the Board otherwise provides”, the Board may determine or alter that matter 
by a simple majority vote. 

14.8 Notwithstanding anything in clause 14.8 the Board may authorise the Church Clerk, or 
another Church Officer to make alterations to Attachment A for the purpose of ensuring 
that it remains a true and accurate record of the Contact Officers who are able to discharge 
their duties at any given time. 

The Board may authorise similar changes to Attachment B to ensure that it an accurate 
reflection of the Complaints Handling Process established under this Policy.  

Alterations made under this clause shall not be taken to constitute a substantive 
amendment to this Policy. 

Any person authorised under this clause must notify the Church Clerk before making an 
alteration. The Board may determine procedures governing the manner in which such 
alterations are to be reported to, or recorded for, the Board 



15. GENERAL 
15.1. Anonymous complaints can be made under this Policy.  The ability to take action in 
relation to anonymous complaints will depend on the nature of the complaint, level of 
information provided and, where appropriate, the consent of the person subject to the 
alleged conduct. 

15.2. All parties to a complaints process must maintain confidentiality. A failure to maintain 
confidentiality may on the advice of an authorised third party shall be deeed to be a breach 
of the Code of Conduct and associated policies (see 1.1)  which may result in action being 
taken under this Policy.  

15.3. Where a finding is made against a person, or a sanction or other disciplinary action is 
imposed under this Policy ,the finding, sanction or other disciplinary action may be shared 
with Adsafe in order to properly uphold the Code of Conduct and Associated Policies (see 
1.1). Details of complaints that are not finalised due to a member resigning can also be 
shared for this purpose. 

15.4 Disciplinary action may also be taken against a person for making a complaint or 
against a complainant if there is substantiated evidence that the complaint was malicious or 
vexatious.  

15.5 In the event that time or other circumstances do not permit either the Ad Safe 
Responsible Officer; the Complaint Manager; or the Deputy Complaint manger  to conduct 
the process for a complaint, the Ad Safe Responsible Officer may appoint another  member 
of the Appeals and Safety Committee to facilitate the process with the same authority as a 
Complaint Manager.   

15.6 Gosford SDA Church will not comment on any complaint while it is being investigated 
or subject to any process or action, save to say this Policy is being complied with. Upon 
conclusion of the process, the Ad Safe Responsible officer may if appropriate in the 
circumstances, provide a brief factual statement on the outcome.  

15.7 Where the Board alters this Policy in a substantive manner, any complaint that was 
lodged or being actioned prior to the alteration shall continue to be dealt with in 
accordance with the rules and procedures in force at the time the complaint was made, as if 
the alteration had not occurred, unless the Board acting on the advice of an authorised third 
party directs that the complaint be recommenced and managed under the altered Policy. 

15.8 For the purposes of 15.7 above, a substantive change does not include changes to the 
operation of this policy on matters in respect of which this policy makes provision until the 
Board otherwise provides or subject to 14.8 where the Board makes alterations to 
Attachment A 

 



16. CONFLICTS OF INTEREST  
16.1 A conflict of interest exists when a reasonable person might perceive that any officer 
reffered to in this Policy have a personal interest(s) that could be favoured over their duties 
under this policy.  

16.2 The Appeals and Safety Committee is responsible for advising the Board on matters 
relating to conflicts of interest and may determine whether a conflict of interest arises in 
relation to any matter considered under this Policy. 

A conflict of interest shall be taken to arise where the Committee determines that an actual 
conflict exists or that the circumstances satisfy the test set out in clause 14.3. 

For the purposes of this clause, the Appeals and Safety Committee may only review conflicts 
of interest arising in relation to actions or decisions taken by Complaint Officers. 

16.3 In determining whether a conflict of interest exists, the Appeals and Safety Committee 
must consider whether: 

(a) the official has a personal interest; 

(b) the official has a public or organisational duty; 

(c) there is a connection between the personal interest and the public or organisational 
duty; and 

(d) a reasonable person could perceive that the personal interest might be favoured over 
the proper performance of that duty. 

16.4 Where a member of the Appeals and Safety Committee has an actual, potential, or 
perceived conflict of interest in relation to any matter, including an appeal, that member 
must not participate in the consideration or determination of the matter and must promptly 
disclose the conflict to the AdSafe Responsible Officer and the Church Clerk. The Board may 
appoint a temporary replacement member to sit on the Appeals and Safety Committee for 
the purposes of that matter 

16.5 The AdSafe Responsible Officer, together with any AdSafe Compliance Assistants, is 
responsible for ensuring that all conflicts of interest are identified, disclosed, and managed in 
accordance with this Policy and any associated policies (see clause 1.1). 



17. COMPLAINT OFFICERS 
17.1 Complaint Officers include Contact Officers, Complaint Managers, AdSafe Compliance 
Assistants, and the AdSafe Responsible Officer. 

17.2 Where practicable, the Complaint Handling Contacts shall list all current Complaint 
Officers for the relevant year. 

17.3 The Complaint Handling Contacts shall be set out in the table provided in Attachment A 
of this Policy and the Board shall review Attachment A of this Policy at least once per year 
and make any necessary updates or alterations. 

17.4 complaint officers who are unable to properly and effectively and faithfully discharge 
their duties shall not be listed in the Complaint Handling Contacts.  

17.5 save for the adsafe responsible officer and the  adsafe compliance assistant until a 
contact officer or a complaint manager has their name listed on the Complaint Handling 
Contacts, they shall not be deemed to be capable of performing any duty or function under 
this policy.  

17.6 attachment A must meet the highest possible standards of integrity and all such 
persons listed on Attachment A must be able to properly discharge their duties as a 
complaint officer  



18. SUPPORT PROVIDERS  
 

EXTERNAL SUPPORT PROVIDERS - AUSTRALIA WIDE SERVICES 

 

Raising Matters with the SDA Church 

Ad Safe  

 AdSafe provides a comprehensive safeguarding system for the Seventh-day Adventist 
Church, offering support for survivors, managing redress for past abuse, and helping 
create safe environments across all Church activities. It delivers training, policies, and 
resources to prevent abuse, oversees risk-management and offender-management 
processes, and conducts or coordinates independent investigations when concerns arise. 
AdSafe also ensures compliance with best-practice standards and works closely with local 
churches and entities to promote safety, accountability, and healing. 

  

1800 220 468  

  

www.adsafe.org.au  

 

SEXUAL ASSAULT & DOMESTIC VIOLENCE 

1800RESPECT 

  

Australia’s national domestic, family and sexual violence counselling, information and 
support service. 

  

1800 737 732 

  

www.1800respect.org.au/ 

  

COMPLEX MENTAL HEALTH ISSUES 



Sane 

  

Support for people with recurring, persistent, or complex mental health issues and 
trauma and for their families, friends and communities. 

  

1800 187 263 

  

www.sane.org 

BeyondBlue 

Free, anonymous forums and confidential Support Services including online peer support 
community, phone counselling, webchat counselling (all available 24/7), and emails 
(answered within 24 hours). 

  

1300 224 636 

  

https://www.beyondblue.org.au/ 

  

 

 

 

 

 

 

 

 

 

 

CRISIS SUPPORT AND SUICIDE PREVENTION 



Lifeline 

24-hour crisis support and suicide prevention services for Australians experiencing 
emotional distress. 

  

13 11 14 

  

www.lifeline.org.au 

Suicide Call Back Service 

A free professional service providing 24/7 phone and online counselling to people at risk 
of suicide, concerned about someone at risk, bereaved by suicide, and people 
experiencing emotional or mental health issues. 

  

1300 659 467 

  

www.suicidecallbackservice.org.au 

  

  

YOUTH SPECIALIST SERVICES 

Headspace 

Mental health support to people aged between 12 – 25 years, including sexual health, 
alcohol and other drug services, as well as work and study support. 

  

(03) 9027 0100 

  

https://www.headspace.org.au 

  

 

MEN’S SPECIALIST SERVICES 



MensLine Australia 

Offers free professional 24/7 telephone counselling support for men with concerns about 
mental health, anger management, family violence (using and experiencing), addition, 
relationships, stress and general wellbeing. 

  

1300 789 978 

  

https://mensline.org.au/ 

No to Violence 

Works with men who use family violence, and the sector that supports them, to change 
their abusive and violent behaviour. 

  

1300 766 491 

  

https://ntv.org.au/ 

  

FIRST NATIONS SPECIALIST SERVICES 

13YARN 

13YARN is the first national service of its kind for Aboriginal & Torres Strait Islander 
people in crisis. We offer a confidential one-on-one over the phone yarning opportunity 
and support with a trained Lifeline Aboriginal & Torres Strait Islander Crisis Supporter for 
mob who are feeling overwhelmed or having difficulty coping. 

  

139 276 

  

https://www.13yarn.org.au/ 

  

  

NEW SOUTH WALES   



Police Assistance 131 444 File a non-emergency crime report 24/7. 

  

  

https://www.police.nsw.gov.au/   

Full Stop Australia 1800 424 017 

https://www.fullstop.org.au 

  

24/7 helpline for anyone in NSW impacted by sexual 
assault (including friends, families and supporters). 

  

Domestic Violence Line 

1800 656 463 

  

Provides counselling and referrals to women 
experiencing domestic and family violence. Available 
24/7. 

  

NSW Ageing and Disability Abuse 
Helpline 

1800 628 221 

helpline@adc.nsw.gov.au 

For information, support or to report abuse, neglect 
and exploitation of older people and adults with 
disability in their family, home or community. 

  

Victims Access Line (VAL) 1800 633 
063 

Provide information, referral, and support to a range 
of services for victims of crime. 

  

Women’s Legal Service NSW 

Domestic Violence: (02) 8745 6999 

First Nations: (02) 8745 6977 

General Legal Advice: (02) 8745 
6988 

Free confidential legal information, advice and 
referrals for women in NSW with a focus on domestic 
violence, family law, child care and protection, 
Victims Support, and sexual assault, as well as 
specialist referrals for Aboriginal and Torres Strait 
Islander women. 

  

 

 

 

 

 



Attachment A -  Complaint Handling Contacts 
The table below provides details of the Complaint Officers for Gosford SDA Church  

 

Name Position Phone Email 

Pr Andy Mathes  Complaint Manager 0447 244 610 andymatthes@adventist.org.au 

Jullie Gilmore Deputy Complaint 
Manager 

0410 521 014 Juliegilmore6@gmail.com 

Doug Cloette Contact Officer 0416 704 840 doug.cloete@avondale.edu.au 

Jullie Gilmore  Contact Officer 0410 521 014 Juliegilmore6@gmail.com 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Attachment B -  Complaints Handling Process 
The prevention of bullying, harassment and discrimination is the responsibility of all 
members of Gosford Church.  

Gosford Church is committed to the the implementation of the Complaints Handling Policy 
and Associated Policies.  

All people at Gosford SDA Church have a right to particapte in all church authorised 
activities free from bullying, sexual harassment and discrimination, gendered violence, in all 
its forms, and other types of inappropriate behaviour. Gosford SDA Church encourages and 
values safe active bystander intervention to prevent or stop bullying, harassment and 
discrimination. 

If you are unsure about who to make a complaint to you can reach out to a Contact Officer 
to understand more about the process. 

All complaints received will be treated confidentially and records will be held securely for 
reporting purposes. 

Anonymous complaints will be actioned dependent on the level of information provided and 
the subject to the response of the person alleged to have been subject to the harassment, 
bullying or discrimination. 

Some forms of harassments, including sexual harassment may constitute a criminal offence. 
This includes physical assault, indecent exposure and sexual assault. Criminal conduct is able 
to be reported to the Police by the Complainant. Any referral to the police or external 
agencies by Gosford SDA Church will be done in consultation with, and consent by, the 
Complainant, subject to the requirements of mandatory reporting obligations and 
obligations under work health and safety legislation. 

 

 

 

 

 

 

 

 

 

 



Complaint Process 
Supports available 

Contact Officer’s can provide advice on options available and act as a support where 
appropriate.  

The Complaint Manager will guide the Complainant through the process and address 
inappropriate behaviour where required. 

Part of the resolution processes is ensuring that a Complainant is aware of the available 
reporting options. This may involve referral to counselling or other independent avenues of 
the professional advice and assistance, with the consent of the Complainant. 

Unresolved conflict of interest concerns will be delt with in accordance with the Complaints 
Handling Policy and may be referred to AdSafe.  



 

 

   

 

 

 

 



 

 

 

 

 

 


