
 

 Complaint Protocols 

Our promise to you 

We will: 

• Abide by our company values and act with integrity, openness, 
honesty, fairness and respect, at all times. 

• Act with the highest standards. 
• Listen, learn and grow from every experience. 

• ALL complaints, whether relating to Members of Officials will be 
managed in accordance with the Complaint Protocol. 

How to complain 

If you feel that an APA Employee or Member has fallen short of the high 

standards you should expect, you have a right to make a complaint.  

We take all complaints seriously and will discuss the details with you 

directly to find a fair and balanced solution to every complaint.  

You can contact us to make a complaint: 

• By telephone   Call our customer service team on 0208 556 4984 

• By email to   info@ayanay.co.uk  
• In writing to   Ayanay Psychological Accreditation,  

 Number 10 The Shrubberies,    
 South Woodford,  

 London, E18 1BD 

How long do I have to make a complaint? 

We ask, that you contact us within a month of you finding out you have 

reason to complain. In exceptional circumstances, we may be able to 
accept your complaint after this deadline. This will be discussed with the 

Senior APA Executive during the direct conversation of discovery. 

What happens when I’ve made a complaint? 

We will acknowledge your complaint within 48 Hours of receiving it. 

We will:  

• Arrange a direct conversation of discovery. With a Senior APA 
Executive. Within 48 hours of the acknowledgement.  

• Discuss the details of your complaint and agree an action plan.  
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All Action Plans will have a 20-working day Resolve or Report Cycle.  

You will be kept informed at every stage, or as agreed in the action plan.  

We will aim to resolve all complaints as quickly, fairly and effectively as 

possible. However, if a complaint cannot be resolved in the first 20 
working day cycle, both parties will be informed on the final day and 

within 48 hours a dedicated complaint handler (DCH) will be appointed 

and a new action plan will be drawn up and submitted to both parties.  

The DCH’s aim is to resolve your complaint within 30 Working days. 
Therefore, the DCH Action Plan will include pre-set contact points and 

details of any additional information required from either party. It will be 
for parties to respond to such information requests within the timeline 

stated. Failure to comply with a DCH request, without explanation, will be 
deemed as a disengagement from the process and can be taken into 

account in the complaint outcome decision made by the DCH.  

Where Complaints require greater investigation. 

In situations where a complaint clearly requires detailed investigation, the 

initial Conversation of Discovery will identify this and the action plan will 

be created to reflect this need.  

 Options available to APA in such circumstances include:  

• Dedicated Complaint Handler can lead the complaint from 

the outset. 

• Time Line can be adjusted with pre-set Updates built in to 
the action plan. 

• Independent Review.   

Resolution Options 

Dedicated Complaint Handlers will have a range of options available to 
them to assist in securing a resolution. Up to and including Mediation. 

Mediation will be a costed option and this will be at the expense of the 

parties involved.  

Right of Appeal 

If you wish to appeal a Complaint Outcome Decision made by a Dedicated 
Complaint Handler you can request for a Complaint Review by a Senior 

APA Executive.  

  



 

 

Options available to APA in such circumstances include: 

• Full Review 
• Process Review 

• Re – Investigation. Should additional information have 

come to light.  

The Right to Appeal will be held open for 1 calendar month, from the date 

of the Complaint Outcome Decision.    

If you or either party remain dissatisfied when you receive APA’s 
response, you can ask for your complaint to be reviewed by the full 

Membership Advisory Group. The review will be completed within 20 
working days. The decision of the Membership Advisory Group is final and 

there is no further right of appeal. 

Complaints made regarding breaches of our Ethical & 
Professional Conduct Protocols. 

Complaints of this nature are particularly serious, as they can impact on 

the whole profession.  

These complaints will always be led by a Senior APA Executive and a 

Dedicated Complaint Handler. With the Complaint Outcome Decision being 

made by the Membership Advisory Group.  

There will be no pre-set time line for investigations of this type of 
complaint and APA reserves the right to seek legal advice regarding 

disclosure of the investigation and where public protection is in question. 
APA reserves the right to report concerns to the police, and follow their 

guidance. Be aware. this can mean APA does not inform the member 

directly of an investigation into alleged illegal activity.  

Any Member who finds themselves the subject of legal proceedings or 
investigation, (Criminal or Civil law with the exception of Parking offences 

and claims of a Financial nature) should declare it to APA at the 1st 

possible opportunity. Failure to openly declare will be seen and acted 

upon, as a breach of the Ethical & Professional Protocols.  

Class Action Complaints   

Where multiple independent complaints are received, APA reserves the 

right to connect the complaints and treat them as a ‘Class Action 
Complaint’. The process will work exactly as started above. The only 

difference is that there will be multiple sources of information.  

 



 

 

Appealing a decision regarding breeches of the Ethical & 
Professional Conduct Protocols. 

As all Complaint Outcome Decisions in this category are made by the 
Membership Advisory Group, should a Member wish to appeal they can 

request an Executive Ruling by appealing to the Chief Executive Officer.  

What we can’t look into  

There are some things we can’t deal with through our service complaints 

process. Examples are 

• Any decisions already made under our Ethical & Professional 

Conduct Protocols. 
• Any attempt to have a previous complaint reconsidered. 

 

If your concerns can’t be dealt with under our service complaint policy, 

we'll contact you and explain the reason why. 

If things have gone wrong, we will: 

• Accept, acknowledge and explain what went wrong. 

• Consider developing processes or providing specific training to 

prevent the same problem in the future. 

Publicising Complaint Outcome Decisions  

It is APA’s policy that not every complaint Outcome Decision warrant 
public exposure. However, where legal advice suggests that a member 

presents a risk to the public, APA reserve the right to terminate a 
members’ affiliation. APA also acknowledge, that it may be appropriate in 

some circumstances for the Disclosure and Barring Service and Disclosure 

Scotland and/or other relevant authorities and employers, if applicable, to 
be notified. (NB APA will NOT publish details of any such termination. 

Only that x member has been removed from the membership on grounds 
of Ethical & Professional Protocol breaches where a risk to the public was 

legally advised). APA will only take this course of action following legal or 
police advice. The measure of risk will be assessed by Civil Law standards 

not Criminal Law. This means a member will not have the protection of 
APA, based on not having been found guilty in a court of law. APA will act 

to protect the public, based on probability of risk.  

 

 



 

 

External Complaints Notification  

Occasions can arise, where a member is wronged by a fellow professional, 

not connected to APA. In such situations, APA offers our members the 
option of support, in pursuing their External Complaint. APA 

acknowledges 2 types of External Complaint:  

Type 1: Non-legal Complaints.  

Non-legal complaints refer to complaints to a Governing or Membership 
Body. If you feel, as an APA Member you have been wronged by a fellow 

professional, APA encourages you to exercise your right to make a 
complaint, to that professional’s Governing Body or Membership Body, 

should no Governing Body be constituted.  

Type 2: Legal Complaints.  

Where evidence and legal and / or police guidance is presented to APA. 

(When professionals cross the line of legality, APA will ethically safeguard 
clients and protect the integrity of the profession.) When an APA member 

is wronged, and is the victim of illegal acts. APA will endorse their right to 

take the advised legal action.  

We take all requests seriously and will discuss the details with you directly 

to find a fair and balanced solution to every complaint.  

Protecting APA Members 

When it is brought to the attention of the APA Executive, that members of 

APA who are subjected to sustained malicious harassment, from 

individuals that promote themselves as therapeutic professionals, will be 

supported by APA.   

APA wishes to make it clear that no one who, carries out such actions can 

ethically or morally claim to be a therapeutic professional.  

APA Members have the unique option, within the therapeutic community 
to be supported when they have a complaint against an external body. 

The External Complaints Notification is there to provide members with 
support in times of such need. Where appropriate this support can and 

will include active intervention, and communication as well as joint 
working with other agencies. APA will not tolerate members being 

harassed, bullied, stalked, threatened, and when such actions are 
undertaken by fellow professionals, APA has, is, and will always act to 

protect its members.   

 



 

 

 

Such actions towards peers and fellow professionals, shows a clear 
disregard for the principles of the therapeutic role. This highlights a stark 

question as to the suitability of a professional to work consistently with 
clients in a safe and professional manner. We call on all membership 

bodies to join APA in imposing a zero-tolerance policy on such activity. 
Professionals that have received such treatment, should never feel 

abandoned by their membership body.   

A mindset that attacks a fellow professional through malicious 

harassment, online trolling, digital stalking, abusive or menacing phone 
calls and  / or SMS messaging, etc, is clearly needing their own coping 

skills to be improved.   

Furthermore:  

Where a professional publicly presents, behaviours and actions that are 

either unethical, unprofessional towards clients, APA Members, or risk 
bringing the reputation of the therapeutic sector in to question, APA 

reserves the right to act in protection against such unethical, 

unprofessional, and in cases potentially illegal actions.    
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