[ MANAGING CRITICISM & COMPLAINTS—LEVELS OF RESPONSE 1

A person brings a complaint or criticism about a person, leader or programme or Church action/policy. They do not wish to take the matter to a formal PCANZ level, but

wish for a response and/or resolution. Below are responses based on Matthew 18 guidance about handling disputes with others. The complaint may come to a staff
member, a Pastor, a leader, or an individual in the Church. At any stage a person may have to be supported to make a formal complaint through the PCANZ process.
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*There is an expectation to report to Elders the following cases}
complaint, as soon as possible following the complaint:

If the allegation has a potential impact on the unity of the body of
Christ. This includes a life /small group team or congregational impact
If it is a perceived by the complainant to be an allegation of sexual,
physical and emotional abuse.

It has a potential wider social impact outside the Church.

If outside agencies are called in to investigate- Police, Child protection
etc.

If the situation is a challenge to those following up on the complaint
and they will need prayer backing and some collective wisdom.

If a formal written complaint is made and it needs to be taken to the
PZNZ.




