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Complaints Policy & Procedure 
 

SCOPE 
1. This Complaints Policy & Procedure can be used when a student is not satisfied with the decisions 
or actions of BeeLeaf Institute or its staff in relation to administrative procedures & actions, conduct of 
a member of staff, teaching & learning, course content. 
 
2. Specific procedures exist already for dealing with the following matters: 

a) Academic Appeals which covers all written and practical assessment 
b) Alleged breach of Code of Ethics & Clinical Practice 
c) Student complaints against students 
d) Conduct & Disciplinary Procedure 
e) Academic Integrity 

 
3. The procedures contained within this Procedure shall apply to all BeeLeaf students and for the 
purposes of this Complaints procedure BeeLeaf will consider someone as a student for 3 months after 
completion of a unit of training.  
 
4. A Student cannot use this Complaints Process while they have another BeeLeaf process that is 
open and ongoing or/and the cause for the complaint is being dealt with by a Court of Law.  
 
PRINCIPLES 
5. The deadline for receipt of complaints shall normally be 3 months after the alleged event(s) 
concerned, which gives rise to the complaint. If the complaint is received more than 3 months after the 
event to which it relates BeeLeaf reserve the right to decline the complaint. 
 
6. Vexatious and/or malicious complaints shall be considered prima facie grounds for misconduct by 
the complainant. 
 
7. At any stage the complaints procedure can be suspended if both parties agree to mediation in order 
to attempt to resolve the dispute. 
 
8. For the purpose of this document the Student making a complaint shall hereon in be referred to as 
the ‘Complainant,’ the person(s) against whom they are making the complaint or BeeLeaf Institute as 
the ‘Respondent,’ the Complaints Panel shall be referred to as the ‘Panel’ and the Chair of the 
Complaints Panel shall be referred to as the ‘Chair’. 
 
9. The Panel shall be made up of 3 people consisting of the Chair of the Complaints Panel who shall 
be an Accredited & Registered Member of the BeeLeaf Register, one other Accredited & Registered 
Member of the BeeLeaf Register and one Representative from another School within the UKCP 
College of Outcome Oriented and Hypno-Psychotherapies and/or a Layperson. In the event of there 
being 4 members on the Panel, the Layperson shall be advisory but will not carry a final vote on the 
outcome of the complaint. 
 
10. No members of the Panel will have previously been directly involved with the Complainant or 
Respondent. 
 

 
THE INFORMAL STAGE 
11. A student who wishes to make a complaint is in the first instance strongly encouraged to identify 
the issues about which they are dissatisfied directly with the person concerned. A record of 
communications will be retained by BeeLeaf. 
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12. If the matter cannot be resolved in an informal way as detailed above the Student must notify the 
BeeLeaf office in writing to request a copy of the Complaints Policy and Procedure. This must 
normally take place within 3 months of the event to which it relates.  
 
13. At this stage, and where appropriate a Director of BeeLeaf will contact the Complainant and 
Respondent by email and notify both parties of the opportunity for mediation. Both parties must 
respond to the offer of mediation within 7 weekdays of receiving the offer. 
 
14. If mediation is appropriate and agreed to by the Complainant and Respondent a Director of the 
Institute will appoint a Mediator who will be a member of the BeeLeaf faculty, or an appropriately 
qualified professional appointed by BeeLeaf. The Mediator will set up a mediation meeting and notify 
the Complainant and Respondent by email. 
 
15. The mediation may take place in person or by Skype or a similar means. The purpose of the 
mediation meeting shall be to explore the complaint and see if it can be resolved at this stage. The 
mediation meeting shall take place within 14 weekdays of the response from both parties in 13. above. 
16. The Mediator will appoint a BeeLeaf Member who is not a Director of the Institute to attend the 
meeting to record notes which will be retained by BeeLeaf. 
 
17. If a successful resolution is achieved by both parties the complaint will be considered as closed 
and both parties will receive notification of Closure of Matter in writing.  
 
 
THE FORMAL STAGE 
18. If, having pursued the Informal Stage of this procedure, the Complainant remains dissatisfied with 
the outcome of the mediation meeting or if the Complainant wishes to not use the Informal Stage the 
Complainant may then begin the Formal Stage as explained here.  
 
 
PROCEDURE 
19. The Complainant must use the Complaints Form that accompanies the Complaints Policy and 
Procedure. The purpose of the form is to provide a clear account of the complaint and the outcomes 
the Complainant is seeking. If the Informal Stage of the Complaints Procedure has been followed, the 
deadline for submission of such a Formal Complaint shall be within 10 working days of the informal 
mediation meeting in the Informal Stage or if mediation did not take place; no more than 3 months 
after the alleged event.  
 
20. Upon receipt of the completed Complaint Form by the BeeLeaf office, a Director of BeeLeaf will 
appoint a Chair of the Complaints Panel, usually within 5 working days. The Chair of the Complaints 
Panel will not be a Director of BeeLeaf Institute. The Chair will convene the Complaints Panel. 
 
21. As soon as possible, and usually within 10 working days after receiving the complaint, the Chair 
will: 
 a) Acknowledge receipt in writing to the Complainant and request more details or 
 supporting documents about the complaint if required. 
 b) Advise any member(s) of staff concerned, in writing that a complaint has been  received 
 and the substance of the complaint and give that person(s) 10 working days to respond to the 
 complaint and submit supporting documents. 
 c) The Panel will consider such evidence, written or otherwise, and hold such discussions, as 
 they shall deem appropriate. In this respect; there may be a short interview with the 
 Complainant and/or Respondent and they may be asked to give further evidence. Either party 
 can choose to be accompanied by another person who must not be a legal practitioner. 
 d) The Panel will decide whether there is, or is not, a reasonable justification for the 
 complaint.  
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 e) The conclusions of the Panel can be: 
   (i) Complaint dismissed 
   (ii) Complaint upheld 
 
 f) The Panel will determine the proposed remedy in the event that the complaint has been 
 upheld. The Chair will arrange with a Director of BeeLeaf the appropriate actions and 
 monitoring to activate the remedy. 
 g) After 15 working days of following consideration of all available information, the 
 Panel shall make its conclusions known in writing to the Complainant and to the Respondant 
 and any relevant member(s) of staff and the complaint will be recorded as closed. 
   
 
APPEALS 
22. The Complainant or/and Respondant may appeal in writing against the decision of the Panel. This 
must take place within 14 days of the recommendations being made by the Panel. 
 
23. The Panel will then only carry out a further investigation if new information that could not have 
been provided in the previous process has come to light and is provided within the above said 14-day 
period. The appeal must be submitted in writing to the Chair using the Student Complaints form.  
 
24.If the appeal is upheld the Chair will inform the Director of BeeLeaf Institute who will appoint a new 
Chair of Appeals. The process will then be followed as for 8 – 9 and 21 above. 
 
25.The Chair of Appeals shall make its conclusions known in writing to the Complainant and to the 
Respondant and any relevant member(s) of staff normally within 15 working days of receiving the 
appeal and the complaint procedure will be recorded as closed. The conclusions of the Panel can be: 
  (i) Appeal dismissed 
  (ii) Appeal upheld 
 
26.If the result of the appeals procedure is unsatisfactory for the Complainant and/or Respondant, an 
appeal may then be made to the UKCP College of Outcome Oriented and Hypno-Psychotherapies by 
writing to the Chair of the College. If the current Chair of College is also a Member of BeeLeaf then the 
Complainant should write to the Secretary or Vice Chair of the College. 
 


