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Appendix 1 - Complaints Policy Flowchart

—

Complainant raises informal
complaint with person
concerned/Manager

Indirect Informal approach

Manager discusses Approach
Y A

Direct Informal

Manager addresses
concerns

Complainant approaches other party
directly in person or in writing and
concerns are addressed

Is
Complainant
content with
resolution?

Serious complaints, where

informal resolution is not
appropriate, START HERE

Complainant raises a formal
complaint to Chair (or to Trustee if
complaint involves Chair)

Chair/Trustee acknowledges receipt
of complaint within 10 working days

Chair/Trustee investigates, makes
decision on outcome and actions
and communicates this in writing to
Complainant within 20 working days

Is
Complainant
content with
resolution?

YES

Complainant puts their case
to appeal panel stating
grounds of appeal
Y

Appeal meeting held

Y

Outcome confirmed in
writing

Take forward recommendations
from the outcome e.g.

PROCESS COMPLETE I

Take forward recommendations
from the outcome e.g.
disciplinary action/
training recommendations/
process changes

v

PROCESS COMPLETE

disciplinary action /
training recommendations /
process changes

»| PROCESS COMPLETE




