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The Association for Professional Hypnosis
and Psychotherapy

Address: The Admirals Offices, Suite B9, The Historic Dockyard, Chatham, Kent,
ME4 ATZ UK

Telephone: 0333 7721333

Contact: admin@aphp.co.uk

Our Culture

As an Association, The APHP Ltd & NRPC will always be inclusive and cognisant of the
diversity and equality of all members. This is to be irrespective of their legally identified,
perceived or self-identified gender, marital status, pregnancy, ethnic origin, physical disability,
age, nationality, national origin, sexual orientation, religion, or socio-economic background.
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COMPLAINTS PROCEDURE

The purpose of the APHP Complaints Procedure is to provide an open and transparent way for
clients or other therapists to raise a complaint about an APHP registered therapist/trainer
against whom an allegation of professional misconduct has been made under the Associations
Code of Ethics and Standards.

Criteria for Complaints

1. The complaint must relate to an APHP registered therapist at the time of the alleged
professional misconduct.

2. A complaint may be submitted up to three years following the termination of the professional
relationship.

3. A complaint may be submitted where a complainant becomes aware of the alleged
misconduct of another APHP practitioner/trainer and has evidence in support of the allegation.

If your complaint does not satisfy the above criteria, it will be returned to you with an
explanation of why it does not meet the criteria.

You are required to provide proof of ID when submitting your complaint.
Excluded Complaints

e Complaints for which legal action is proposed or is in progress, including those that are
subject to Criminal or Civil Law.

e Complaints about professional misconduct that occurred more than three years following
termination of the relationship.

e Complaints that are vexatious or frivolous, i.e. made to cause annoyance with no serious
purpose or value

General processing time for complaints

With any complaint received, there are steps and stages that need to be completed by The
Association, and we can give you an idea of how long each will take, but this may vary due to
differing factors and the complexity of the complaint.

When considering any complaint, we need time to gather evidence and supporting documents,
ask for statements, and collect other details before we can make an informed decision.

If your complaint is being investigated, it can take up to 12 months or more for a full
investigation to be completed, however, in all cases, we work as quickly as possible to resolve
a complaint, so a resolution or a decision will often come sooner.


https://www.aphp.co.uk/wp-content/uploads/2024/07/APHP-Code-of-ethics.pdf

The timescales below are an idea of how long each step might take, some may be faster or
longer than stated, this acts as a guide only.

When a complaint is received, we will consider all evidence presented, fairly, impartially and
competently.

We document each step of the process, and we assess the complaint initially using our
Complaints Officer, and after they have come to a preliminary decision, we ask two other
members of the board to check that the decision is fair, just and considered.

The role of the association is to consider whether the members actions have or may have:

e Seriously breached the APHP’s ethical framework

e Worked outside of reasonable professional boundaries

e Put the client at risk, either physically or mentally

e Brought the associations reputation into disrepute

e Brought the profession into disrepute Misrepresented their membership status

Our aim is to make sure that members address any part of their practices that have led to a
complaint. If a complaint is upheld, we may:

e Advise the member on improvements they can make to their practice.

e Impose a requirement for specific changes to be made, including further training, or
implementing new systems.

e Withdraw their APHP membership

We cannot prevent the member from practicing therapy, and we cannot help you to seek any
forms of compensation.

Timeline for complaints Complaint received:
Acknowledge receipt within 4 weeks by APHP team member
Preliminary information and complaints form:

The complaints form and any supporting documentation sent to the complaints officer Within 2
weeks

Request for more information:

More information can be requested from either the complainant or the member 4-6 weeks



Threshold test:

When considering any complaint the APHP will assess if the complaint is deemed vexatious or
frivolous, i.e. made to cause annoyance with no serious purpose or value:
4-6 weeks

Threshold test not passed:

If the threshold is not reached, and the complaint is not deemed appropriate to take forward
into an investigation stage, then both the complainant and the member will be informed, and
the case will be closed.

4-6 weeks

Consideration of the complaint:

If the threshold test is passed and the complaint moves on to the investigation stage, then the
Complaints Officer will consider all of the evidence, and may ask for more information from
either party, or ask the member to give permission to speak to their appointed supervisor.

2-4 months

Joint review of all evidence:

Once the Complaints Officer has come to a decision, two other members of the board will be
asked to review the complaint and any evidence submitted.

The investigating members of the APHP board can then either: ask for more information, or
collectively make a final decision based on the investigation and findings.

2-4 months

Disciplinary action not needed:

If the findings of the complaint indicate that no disciplinary action is needed, then both the
complainant and the member will be informed.
2-4 weeks

Disciplinary action needed:

Both parties will be informed of the final decision regarding the investigation.

If it is deemed that the member has broken the APHP code of ethics, or acted outside of what
could be considered a reasonable professional conduct, they may be given words of advice,
and/or be asked to complete more training, and/or be asked to work through the outcomes
with their supervisor, but may retain membership.



Dismissal from the Association:

If the member is deemed to have stepped unreasonably outside of professional boundaries,
and The Association decides that this has led to professional misconduct, the member will be
removed from The Association, with no option to re-register at any point.

Criminal conviction or disciplinary action taken by members employer:

In the case of a member being under investigation for a criminal/legal matter, and/or being
taken through a disciplinary procedure at their place of work, the association will not directly
involve themselves in the investigation.

MAKING A COMPLAINT
There are two types of complaints. Please keep a written record of your actions.

Informal Complaint

1. In the first instance the complainant must lodge the grievance with the therapist
2. Calmly state the nature of your complaint and what you feel the therapist can do to resolve
3. Give the therapist a reasonable amount of time to reply and to redress

Formal Complaint to APHP (The Association)

If the issue remains unresolved, the attached Complaints Form should be completed and
emailed FAO Debbie Waller, Professional Standards Officer APHP standards@aphp.co.uk who
will arbitrate and/or refer the matter to the Ethics Committee for adjudication.

APPEALS PROCEDURE

If you are dissatisfied with the final response, you can appeal the decision to the Ethics
Committee within six weeks of the date of the final response email/letter on the following
basis:

1. New evidence had come to light and must be provided.
2. The final response was not justified due to the weight of existing evidence.

In all cases of complaint, copies of your signed Therapy Contract and receipt for services must
be included.

The Ethics Committee’s decision following appeal and review is final.

Please click here if you wish to submit a complaint. You will be taken to an online form.
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