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GUIDANCE FOR MEMBERS WHO ARE 
RESPONDENTS TO COMPLAINTS 

 
Preamble 
  
The Patoss Complaints Procedure is designed to deal equitably and transparently 
with any complaints made against Patoss or its members. 
  
Most Patoss professional members practise safely and meet our standards. On the 
rare occasions that something goes wrong, anyone can raise a concern with us.  
  
Members of Patoss all agree to follow the Code of Ethics and Professional 
Conduct. 
  

Professional Conduct Competency principle 
  
Members shall apply the knowledge, skills and experience needed in the 
performance of teaching and assessment services. 

Rules of Conduct 
  
Members: 

• Will engage only in those services for which they have the necessary 
knowledge, skills and experience. 

• Will continually improve their proficiency and the effectiveness and quality of 
their services.  

  

What can Patoss do? 
In following the Complaints Procedure, Patoss will endeavour to find and utilise a 
collaborative approach to solving the difficulties which have led to a complaint, and 
will promote a solution which is fair and, where possible, agreeable to both/all parties 
involved. 
  
We can act if there are serious concerns about a member's practice or behaviour. 
We do this through our complaint review process. If we find that an individual has not 
met our standards, we may take action such as telling a professional to practise in a 
certain way or to carry out further training. In the most serious cases, we can 
suspend them from our membership. 
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How are complaints investigated? 
Most complaints received by Patoss can be resolved relatively easily after initial 
investigation of the complaint and mediation between the parties involved. The CEO 
and one other qualified member will act as the investigating team and will: 

• gather written information 

• clarify the nature of the complaint 

• if necessary call on additional specialist expertise 

• consider the views of both sides 

• decide on a response 

  
The response will be communicated to the complainant and the respondent (i.e. the 
member involved in the complaint). 
  
The main criteria we take into account when assessing whether the information we 
have received meets criteria to pursue 

• The practitioner was a member when the matter subject to the complaint 
occurred 

• The actual or potential risk to public safety;  

• Whether the matter may undermine public confidence in the profession;  

• Whether the matters complained of could amount to a breach of the Patoss’s 
Code of Ethics and Professional Conduct.  

  
Ethics, Standards of Proficiency and other relevant guidance for members.   

• Whether the matter is a serious concern of the type listed above;  

• Whether the information calls into doubt the member's honesty or integrity;  

• If the member has a physical or mental health condition that may present a 
risk to their ability to practise safely or effectively;  

• Whether the matter relates to an isolated incident or indicates a wider pattern 
of behaviour;  

• If the member has taken action to remediate their practice;  

• Whether there have been previous, similar concerns about the member.  

• Whether the matter calls the profession into disrepute. 

  
Where present, genuine insight and / or remorse or apology can indicate that:  

• the member will comply with any training requirements;  

• the member will comply with any restrictions imposed on their practice;  
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• the risk of repetition, and therefore the risk to service users, is significantly 
lower than cases where insight is not present; and  

• the risk of damage to public confidence in the profession is reduced.  

  
The investigating team can determine one or more of the following outcomes:  

a. recommend ways forward for mutually agreed resolution 

b. issue a written warning  

c. impose conditions for continued membership (e.g. completing further training 
or periods of mentoring)  

d. order a suspension from membership for a specified period not exceeding 
three years  

e. order a permanent expulsion from membership. 

If there is an appeal this will be referred to the complaints panel, see p 4. below 

Time periods:  

a. If the outcome requires action or compliance by the member subject to the 
complaint, the investigating team will also determine at the same time the 
action to be taken if the member fails to comply, usually within three months, 
or within the time set by the investigating team.  

b. The investigating team will determine for how long the record of the outcome 
should be held according to the following guidance.  

a. Records of any outcomes will be held for a minimum of three years. 

b. Records of expulsion will be permanent. 

Records of upheld complaints and outcomes 

1. Records, data, evidence and manuscripts relating to cases that are resolved 
by the investigating team or by conciliation will be held for three years from 
the date of resolution and then destroyed.  

2. If referred to the complaints panel, a record of the complaint and the panel’s 
agreed outcome will be placed on the individual record of the member subject 
to complaint. As part of its decision on the outcome, the complaints panel will 
determine for how long the record should be held, but for guidance, records of 
expulsion should normally be permanent, and records of any other outcomes 
should be for a minimum of three years.   

3. If the panel finds there is no case to answer, anonymised records will be held 
for three years. Where it has been determined that there is no case to answer, 
the register entry will be anonymous so that no details of the Member subject 
to complaint appears.  
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4. The complaints panel and investigating team will report annually to the Board 
a summary of all complaints and outcomes.  

5. The Chief Executive Officer will maintain a register of all complaints received 
and the decision of the investigating team and, if relevant, the action and 
decisions of the complaints panel.  

 

Appeals 

If an appeal is received after the investigation response, an appeal can be requested 
on the following grounds:  

You feel  

• the procedure was wrong or unfair 

• the outcome was wrong or unfair (for example, if you felt the person 
investigating your case did not get enough evidence) 

• you have new evidence to show that could not have been made 
available for the previous investigation 

How to appeal 

Write in a letter or email: 

• why you think the outcome was wrong or unfair (for example, if you felt 
the person investigating your case did not get enough evidence) 

• what you would like to happen next (for example, you could ask the 
organisation to carry out another investigation or look at the new 
evidence you have found) 

• This should be done as soon as possible and no later than 5 working 
days from receiving the outcome. 

What happens next:  

The appeal will be referred to a Panel, consisting of: 

• CEO 

• 2 Patoss members 

• 1 non-member 

Chair to be appointed by the Panel for any meeting. 

 
Complainants and the respondent (the member involved in the complaint) will be 
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asked to submit written evidence and will be given the opportunity to appear in 
person before the complaints panel. 
 
A meeting of the Panel convened to hear a complaint must be attended by the CEO, 
at least 1 other Patoss member and 1 non-member in order to present a valid 
response to the complaint. In the event of a decision coming to a vote, the Chair of 
the panel will resolve a tie. 
 
The time scale for dealing with a complaint channeled through the Panel is up to 12 
months from receipt of the complaint to allow time for compilation of written 
submissions, hearing of the complaint, confirmation of the Panel’s decision and 
communication to parties involved of the decision of the Panel. 
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