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INTRODUCTION
From time to time, an organisation such as the APDT, UK, which has over 500 members and which operates to a code of practice within the constitution, will receive complaints. 

This guide is designed to be used by the complaints Sub-committee, the Administrator and the Officers of the APDT, UK. It will also be used by those involved in the management of Appeals. 

It sets out the guidelines for handling complaints and whilst each complaint may be different in content, the principles and procedure for handling each complaint will remain similar. 

Following a standard procedure will;

· Ensure that all complaints are handled in a professional manner 

· Treat all Complainants and APDT, UK Members fairly, within the principles of the APDT, UK constitution and the APDT, UK Code of Practice

· Grow and maintain the credibility and integrity of the APDT, UK
· Promote the operating principles of the APDT, UK i.e. the use of kind, fair and effective training methods

· Minimise the risk of legal action – therefore reducing the risk of bad publicity and costs that could damage the Association

UNDERPINNING PRINCIPLES

· All complaints will be taken seriously 

· All people who are subject to a complaint will be innocent of misdemeanour until deemed otherwise

· Complaints will be handled in an open, honest, fair and transparent way

· All people about whom a complaint is made, shall be given the opportunity to show that the complaint is not well founded

· People who are the subject of a complaint will receive courteous and fair communication / actions throughout the process

· All complaints which are shown to be justified will generate remedial action in adherence to the Constitution 

· Complaints will be handled by a  Committee, appointed by the APDT, UK Committee (referred to as the Complaints Committee) and the APDT, UK Administrator

· The Complaints Committee will consist of at least three APDT, UK Members - either members of the Committee or APDT, UK members appointed by the Association Committee because of their skills/background/expertise. One of these will hold the position of coordinator and shall lead the process for each complaint 

· The Complaints Committee will have authority to take actions relating to a complaint without the involvement of the APDT, UK Committee. 

· The Chairman shall not be a member of the Complaints Committee 

· The APDT Administrator will be involved in supporting the Complaints Committee with all relevant administration duties and providing information.
· Appeals will be handled by the Chairman of the APDT committee together with other members of the APDT, UK Committee as is deemed appropriate.  This appeals group will not include members of the Complaints Committee.
COMPLAINT CATEGORIES
A complaint is a statement that one is aggrieved or dissatisfied or is a formal protest.

In context of the workload of the Complaints Committee, the following will constitute a complaint:

· Any member or non-member of the APDT, UK who perceives that an APDT, UK member has violated the APDT Code of Practice.

PROCEDURE FOR DEALING WITH COMPLAINTS

Complaint must be made in writing or by email and contain the name and address of complainant and name of APDT, UK member
1. Complaint received by admin office.

2. Admin checks membership status.

3. If not a member – admin informs complainant that no action can be taken by APDT, UK.

4. Admin acquires contact phone numbers, postal address and e-mail address (if available) for both parties. 

5. Complaints Committee are sent a copy of complaint.

6. Coordinator contacts complainant and APDT, UK member.

7. If complaint is not deemed reasonable (Code of Practice has not been breached) admin sends email/letter to complainer and APDT, UK member - APDT will not support the complaint. 

8. If complaint is deemed reasonable (Code of Practice has been breached) coordinator leads debate on course of action to be taken.

9. Email/letter sent to APDT, UK member and complainer with Committee’s decision.

NB. The coordinator may communicate with the complainant, APDT, UK member, witnesses or other sources of information as necessary to carry out her/his role.                                           

Complaint unsubstantiated

APDT, UK member and complainant informed.

Complaint valid

APDT, UK member is found to be in breach of Code of Practice.

Action – Taken in accordance with constitution section 13 Disciplinary Procedure clause a).

GOOD PRACTICE
· The admin office and the coordinator will hold accurate written/electronic records and report. 
· Records will be held for one year and then archived and held for a further 3 years

· Information will be held electronically as far as possible and electronic folders and files backed up at regular intervals

· Confidentiality should be observed in instances where a complainant gives his/her own personal details but requests that they should not be disclosed to the APDT, UK member.
APPEALS PROCESS

A Member who is the subject of the decision to be expelled or suspended may appeal, subject to the constitution section 13 Disciplinary Procedure clause b).

The Member must notify the committee (in writing – e-mail or letter) of their intent to appeal, within 28 days of receiving the committee’s original decision. The appeal should be received by the office within 14 days of the notification of intent.

 The Member will be informed of this requirement via the email/letter which communicates the original decision.

The appeals process will involve a review of all the issues and will:

· Check that a full and fair investigation was made

· Assess the reasonableness and fairness of the actions in adherence to the Complaints Procedure.
· Determine whether the decision was reasonable given the facts available at the time

· Uphold, alter or overturn the decision 

PROCEDURE FOR APPEALS

· Admin notifies Chairman of the pending appeal (on receipt of letter /e-mail of intent to appeal)

· Email/ letter sent – by Admin - to appellant asking for the written reasons for appeal and advising them that their appeal needs to reach the office within 14 days

· Admin sends copy of the appeal and copy of all associated paperwork to the Appeals Committee (within 7 days of receiving the appeal)

· Chairman leads the Appeals Committee in making a detailed investigation of the facts available. Written records are made.

· Chairman coordinates debate 

· Appeals Committee makes its decision to either uphold, alter or overturn the decision ( within 10 weeks of receiving the case paperwork)
· Complaints Committee is informed of the Appeal Committee’s decision
· Chairman writes letter to appellant giving the decision, the details of the investigation and the reasons for the decision. Letter is headed with the address of the APDT, UK Office 

· The decision is final

Admin will keep records of all written communication between appellant, admin and Appeals Committee throughout the appeals process. Records will be kept for one year and will then be archived and kept for a further 3 years.

GLOSSARY of TERMS

	
	MEANING

	APDT, UK member or Member
	The person about whom the complaint is made


	Complainer/Complainant
	The person who makes the complaint


	Complaints Committee
	A group of at least 3 persons who are all APDT, UK members. This sub group is given authority to handle complaints to closure


	Coordinator
	One member of the Complaints Committee who is responsible for leading the complaints team


	Appeal Committee
	Group – led by APDT, UK Chairman 

	
	


