ﬁjﬁ Approximate Complaints Process Timescales
uk Comp|aint and Concerns Procedure Acknowledgement of receipt of a complaint within 1 week.
p Gathering and reviewing of information from the complainant — 3 weeks.
N Gathering and reviewing of information from the involved parties — 3 weeks.
Overall review of complaint, and decision regarding next steps — 2 weeks.
. . Review by Assessment Panel — 6 weeks.
Com pla int Received Appeal by complainant following Assessment Panel — 4 weeks.
If the matter is referred to the Professional Conduct Panel up to 6 months from the
date of the Assessment Panel Decision.
If there is an appeal process following the Professional Conduct Panel hearing this
can take up to a further 3 months.

We cannot guarantee the above timescales are met.

Professional Conduct
[ Officer Complaint Resolved
Stage 1-3

The Chair of the Assessment Panel
(experienced Accredited Play
Therapist) and two Lay Members  €———
(non-practicing professional
therapists)

Assesment Panel

Stage 4 Complaint Resolved

Person not connected to the case
before and is independent of the
parties involved. It is a separate role PEEPEntent Assessor .
within the PTUK Complaints <— Stage 4 Complaint Resolved
structure and is not linked to the

British Council for Therapeutic
Interventions with Children.

An Independent Lay Chair (who is not a
Play Therapist, and has a legal
background); and two professional
members (Accredited Play Therapists,
who have no connection to the
complaint)

Professional Conduct
<4 Hearing Panel Complaint Resolved
Stage 5

An Independent Lay Chairperson and

. - A Is Panel Complaint Resolved
two Accredited Play Therapists who have <+ il The decision of the Appeals panel is final
not previously been associated with the Stage 6

complaint. and binding to all parties.

Independent Audit Assessor

British Council for Therapeutic Interventions With Children member

to conduct an impartial quality assessement of all the complaints received by PTUK on an
annual basis.




