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[bookmark: _Toc210740192]1. PURPOSE
[bookmark: _Ref116900979]The purpose of this policy is to set out a clear, user-friendly process that all C3 Church Christchurch (Evangelistic Church Trust) members, employees, contractors and volunteers (“Our People”) can follow at C3 Church Christchurch can use in the event of a dispute arising or a complaint against leadership.
[bookmark: _Toc210740193]
2. WHAT IS A COMPLAINT OR A DISPUTE?
For this procedure a “dispute” is a disagreement or argument, and a “complaint” is a written notification stating that something is unsatisfactory or unacceptable. This policy is aligned with the Bullying, Harassment and Discrimination Policy. If the issue of a serious nature then that policy can be used alongside this one. 

3. BIBLICAL PRINCIPLES
From what Jesus revealed in Matthew 5:23-24 & 18:15-17, we see that reconciling relationships between each other is important. This may include challenging someone’s moral behaviour or resolving a difference of opinion.
The Apostle Paul emphasises that Christians ought to reflect the nature of Christ and appreciate that they are empowered by the Holy Spirit to work out their differences (1 Corinthians 6:1-11). Therefore, church members are encouraged to bring up complaints directly with their church leaders. When this occurs, it is reasonable to expect that both the complainant and the ministry/church leader would handle the situation in a Christlike way. (Galatians 6:1-3) 
Jesus also encourages leaders to serve those they are leading, not use their power to control or manipulate them (Matthew 20:25-28). Therefore, we expect leaders in C3 Church Christchurch to respond to a complaint with grace and diligence, even when this is in relation to the church leader’s performance.

[bookmark: _Toc210740194]4. RESOLVING DISPUTES BEFORE MAKING A FORMAL COMPLAINT
The first communication about the concern ought to be raised with the appropriate leader the aggrieved person has a complaint about. If it is a complaint about what has happened, or is happening in a certain ministry area, this person would be the ministry leader. 

If possible the issue will be resolved with the leader. The preferred outcome at each stage is understanding, repentance where appropriate, forgiveness, and restoration of relationship wherever possible and safe to do so. If the issue is not resolved it will be escalated as follows:


Seek to resolve the issue with the person



If not resolved

Report to Ministry Leader, Senior Pastor or, if concerning the Senior Pastor, to the     Key Team





If not resolved


Make a written complaint for The Board to investigate



If not resolved


Report the complaint to C3 Pacific or outside agency


All parties are expected to maintain appropriate confidentiality throughout the process. Information should only be shared with those directly involved in resolving the matter, unless disclosure is required for safety, legal, or governance reasons.

A complainant may bring a support person to any meeting, provided the leader is informed in advance of who that person is.

Matters involving alleged abuse, sexual misconduct, criminal behaviour, or significant power imbalance must not be dealt with informally and must be referred immediately to the Board.

5. MAKING A FORMAL COMPLAINT
Any of Our People may make a complaint by giving to the Board chairperson a notice in writing that: 
states that the person making the complaint (“Complainant”) is starting a procedure for resolving a dispute in accordance with this procedure; and
sets out the allegation or concern to which the dispute relates and whom the allegation is against. This must be detailed enough to ensure the person the complaint is made about is fairly advised of the allegation concerning them, with sufficient details given to enable them to prepare a response.


6. INVESTIGATING AND DETERMINING A DISPUTE
Depending on the seriousness of the complaint, C3 Church Christchurch will either:
0. refer the matter to an external investigator to investigate and determine; or
establish a “Complaints Committee” comprising a Board sub-committee to investigate and determine the dispute in a fair, efficient and effective manner. 
The External Investigator, Complaints Committee or C3 Church Christchurch Board may, without hearing from any person, decide not to proceed further with a complaint if: 
a) the complaint is trivial; or
b) the complaint does not appear to disclose or involve any allegation that someone has engaged in material misconduct; or
c) the complaint appears to be without foundation or there is no apparent evidence to support it; or
d) the Complainant has an insignificant interest in the matter; or
e) the conduct, incident, event, or issue giving rise to the complaint has already been investigated and dealt with; or
f) the complaint has been dealt with at another level (e.g. by the Key Team); or
g) there has been an undue delay in making the complaint.
Where an external party is appointed to provide a report, that report should be provided to the Complaints Committee, the Complainant and any person who is the subject of the complaint (the “Parties”). 
After reviewing the report, the Complaint Committee will make a recommendation to the Board about the appropriate response. If it is determined that there is a complaint then the following steps can be taken:
















	Option
	Direct approach (feedback)
	Facilitated discussion or mediation
	Restorative approach
	Formal investigation of complaint

	Formal or informal approach
	Informal
	Informal – voluntary but structured
	Informal – voluntary but structured
	Formal

	Summary of approach
	Where someone else (on your behalf) speaks to the person about your concerns, hears their response and between you/they agree a way forward.

	If everyone involved feels safe and agrees to do so, have a discussion facilitated by a third party to explore issues and agree a way forward.

	Similar to a facilitated discussion but where it is agreed to appoint a restorative facilitator and to focus on restorative principles (identifying and addressing harm).
	The Board either convenes a sub-committee to investigate or, if appropriate, appoints an external investigator to investigate the complaint and make factual findings. The investigator reports to the Board to decide next steps.  

	How outcomes are decided
	Outcomes by agreement
	Outcomes by agreement
	Outcomes by agreement
	Outcomes determined by the Board (excluding any investigating sub-committee)

	Anonymity
	Will depend on circumstances as to whether person raising concerns will need to be identified
	Person raising concerns will be identified due to direct involvement
	Person raising concerns will be identified due to direct involvement
	Person raising concerns will be identified and full details of complaint provided in accordance with natural justice



[bookmark: _Ref187932266]The complaints committee will meet with the Parties to agree that those steps (if any) will resolve the dispute. 
A person may not act as a decision maker in relation to a complaint if the majority of members of the Complaints Committee consider that there are reasonable grounds to believe that that person may not be impartial or able to consider the matter without a predetermined view.
An external person appointed to deal with the dispute may, among other things: 
a) call for written submissions from all relevant parties; 
b) call for specific evidence from C3 Church Christchurch or any relevant party; and/or
c) prepare an interim report and circulate it to the relevant Parties for their comments. 
A decision reached by an appointed external person will not be subject to an appeal to or a review by the courts of New Zealand.

[bookmark: _Toc210740195]7. PERSON WHO MAKES A COMPLAINT HAS A RIGHT TO BE HEARD
Anyone who makes a complaint has a right to be heard before the complaint is resolved or any outcome is determined. 

[bookmark: _Toc210740196]8. PERSON WHO IS SUBJECT OF A COMPLAINT HAS A RIGHT TO BE HEARD
The Respondent has a right to be heard before the complaint is resolved or any outcome is determined.
Without limiting the manner in which a Respondent may be given a right to be heard, the respondent must be taken to have been given the right to be heard if:
a) [bookmark: _Hlk142386818]the Respondent is fairly advised of all allegations concerning them, with sufficient details and time given to enable them to prepare a response; and 
b) the Respondent has a reasonable opportunity to be heard in writing or at an oral hearing (if one is held); and
c) [bookmark: _Hlk142386849]an oral hearing is held if the decision maker considers that an oral hearing is needed to ensure an adequate hearing; and
d) [bookmark: _Hlk142386863]an oral hearing (if any) is held before the decision maker; and
e) the Respondent’s written statement or submissions (if any) is considered by the decision maker.

[bookmark: _Toc210740197]9. AMENDMENT
[bookmark: _Hlk210737589]This policy may be reviewed periodically to ensure it remains aligned with legal requirements and operational needs.
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Dispute and Complaints Resolution Policy – In Brief
C3 Church Christchurch is committed to resolving concerns, leadership complaints, and disputes in a way that reflects Christian values, promotes reconciliation, and ensures fairness, safety, and accountability for all involved.

Pastoral Resolution First
Where appropriate and safe, concerns should be raised directly with the person involved, following biblical principles from Matthew 5 and 18. The goal at this stage is understanding, repentance where needed, forgiveness, and restoration of relationships. Concerns may be escalated to a Ministry Leader, Senior Pastor, or Key Team if they cannot be resolved informally. 

Formal Complaints
If an issue cannot be resolved pastorally, or if the matter is serious in nature, a formal written complaint may be made to the Board Chair. Serious matters may bypass informal steps and be dealt with immediately through the formal process.

Investigation and Resolution
Depending on the nature of the complaint, the Board may:
· Appoint an external investigator, or
· Establish a Complaints Committee (a Board sub‑committee).

Complaints that are trivial, unfounded, significantly delayed, or already resolved may be declined.

Possible outcomes include:
· Informal feedback or facilitated discussion
· Mediation or restorative processes
· A formal investigation with findings reported to the Board

Fairness and Natural Justice
Both the person making the complaint and the person responding to it have the right to be heard before any outcome is decided. Decisions are made impartially, and anyone with a conflict of interest is excluded from decision‑making.

For the full policy go to www.c3chch.org/policies. 
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