
Complaint is received by Complaints Manager (CM) via either online or hard copy Complaints Contact Form 

Complaints Manager to determine whether there are Safeguarding issues and / or a need to implement the Fast 

Track Procedure 

CM to assess whether complaint is reasonable 

If No, CM to inform all parties and report to LM. If Yes, continue. 

In cases involving Safeguarding, CM / CM LM and / 

or SL to determine whether immediate suspension of 

member or officer is appropriate. 

If Safeguarding and / or Fast Track issues arise, CM 

to report to CM Line Manager (CM LM) and / or 

Safeguarding Lead (SL). No need to include SL if no 

safeguarding issues. 

CM LM /CM and /or SL to decide whether Fast Track 

Procedure should be implemented immediately 

If no Safeguarding or Fast Track issues arise. 

CM to move straight to Initial Assessment of 

Complaint 

If it is decided that the Fast Track Procedure should 

NOT be implemented immediately, standard 

complaints procedure should be followed. 

CM to conduct Initial Assessment of Complaint. 

(Further information to be requested at this 

stage only if absolutely necessary.) 

CM / CM LM to determine whether immediate 

suspension of member or officer is appropriate 

or await the outcome of either an internal 

Complaints Procedure or an external 

investigation 

CM to complete Case Summary Schedule with all 

current information 

CM to make initial contact with the Complainant 

(C) and Respondent (R) to explain procedure and 

offer pastoral support should they wish to avail 

themselves of it. 

No Yes 

APPENDIX 1 - COMPLAINTS & DISCIPLINARY PROCEDURE 

(To be used for Internal and External Complaints) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



CM to inform C and R that the Case Summary 

Schedule is to be returned completed by them 

within 14 days (barring exceptional circumstances 

which should be immediately communicated to 

the CM ), failing which either the complaint will be 

struck out or the case against R decided without 

their input. 

CM to send Case Summary Schedule to all parties, 

inviting C to agree that the allegations are correct, 

and inviting R to insert details of any defences or 

counter allegations or to make any admissions and 

advance any mitigation 

CM to assess whether the case is appropriate for 

Management Advice (if R is a PF Officer) or 

Disciplinary Panel. 

Upon receipt of the completed schedule, CM to 

assess whether any further information is 

required. If so, this should be obtained and 

incorporated into the Case Summary Case 

Summary Schedule, which should then be 

provided to C and R to agree and respond to 

accordingly. 

If Management Advice is 

decided upon, this is to be 

carried out by R’s LM. (See 

Management Advice Procedure 

at App 5) 

CM to inform all parties of outcome / decisions within 5 working days 

If CM decides that the case 

should go to Panel, CM should 

convene a Panel. (See Panel 

Procedure at App 2) 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Otherwise implement Fast Track Procedure 

immediately. 



 

If there is an Appeal against the Panel’s 

decision(s), see Appeal Procedure at App 3. 

CM to complete case review and report to LM. 

END PROCESS 

CM to inform all parties of outcome / decisions 

within 5 working days 

No Appeal. 


