
 

 

 
ICF Professional Complaints Process 

 
Contents 

1 Purpose 
2 Professional Complaints Board 
3 Making a complaint 
4 Receipt and initial assessment of a complaint 
5 Investigation of a compliant complaint 
6 Determination Meeting 
7 Appeal procedures 
8 Record keeping 

 

1 Purpose 

1.1 The Institute’s Professional Complaints Process exists to promote confidence in the Institute 
and to ensure that standards are upheld by our members. It provides a route for addressing 
concerns when they arise. Its purpose is to promote professionalism, and to ensure that 
issues are handled fairly and transparently. The primary aim is to understand if expected 
standards of conduct have been met and to uphold the integrity of the Institute’s 
professional community. The Professional Complaints Process also contributes to learning 
and professional development across the Institute by informing guidance, training and 
discussion on professional standards. 

1.2 Under Bylaw 28, the Institute has a formal process for considering complaints about 
members, including the ability to take disciplinary action where appropriate. This procedure 
ensures that all complaints are handled fairly, consistently, and in accordance with those 
Bylaws. 

1.3 Procedures must be clear and promote professional standards. Complaints should focus on 
whether a member has breached the Institute’s Code of Conduct. The Code is guidance.  
Disciplinary action isn't automatic.  

1.4 The Institute cannot accept complaints about non-ICF members. 

1.5 A record of disciplinary findings against members shall be maintained by the Secretariat, in 
accordance with UK GDPR and the Data Protection Act 2018.  

1.6 Useful documents: 

How to make a professional complaint: a step-by-step guide  

If you are the subject of a professional complaint: a step-by-step guide 

These documents provide practical guidance on how complaints are assessed, including 
examples and expectations for both complainants and members. 

1.7 Modification of Procedure 

The Chair of the Professional Complaints Panel (PCP) has discretion to vary this procedure 
where they are of the opinion that a variation is necessary in the interests of fairness. 

https://charteredforesters.org/memberships/cpd-obligations/icf-code-of-conduct
https://charteredforesters.org/wp-content/uploads/2026/07/How-to-make-a-professional-complaint-%E2%80%93-ICF.pdf
https://charteredforesters.org/wp-content/uploads/2026/07/If-you-are-the-subject-of-a-professional-complaint-%E2%80%93-ICF.pdf


 

 

 
 

1.8 Standard of proof 

The standard of proof which the Professional Complaints Board (PCB) will apply in 
establishing (i) the facts and (ii) whether a member did not comply with the Code of 
Conduct, is the balance of probability. 

 

2  Professional Complaints Board 

2.1 The PCB report to the Professional, Education and Standard Committee (PESC) who report to 
the Council of the Institute.  

 

2.2 The PCB is responsible for overseeing the PCP investigating any alleged breach of the Code 
of Conduct (“the Code”) on behalf of the Institute. The PCB empowers the PCP to investigate 
any matter that may be a breach of the Code, whether a formal complaint has been made. 
The PCP is empowered to decide whether a breach has occurred and, where it has, to 
discipline a member in accordance with ICF Bylaws and these procedures. 

 
2.3 The PCB is appointed by PESC and shall include: 

• Chair of the PCB 
• The Chair of the PCP, whom shall be independent (preferably with professional legal 

experience) 
• Six Chartered members of the Institute. 
• ICF staff member as Secretariat and Case Receiver. 
• Executive Director (in attendance only). 

 
2.4 The PCP shall be quorate when three appointees of the Board are present, of which at least 

two must be Chartered members and one must be the Chair and the Chair of the PCB. All 
PCB appointees will be asked to declare any conflicts of interest at the beginning of each 
meeting and, in the event of any such conflict the relevant appointee shall take no part in 
that item. 

 
 



 

 

 
2.5 The PCB will recommend the appointment of the Chair of PCP to PESC. 
 
2.6 The PCB will determine the number of Complaints Assessors and be responsible for their 

appointment and training. 
 
2.7 The PCB will oversee the list of panel members and any training. 
 
2.8 The PCB will oversee the appointment of individuals to form Determination panels. All 

appointed panel members other than the Chair shall be Chartered members of the Institute.  
 
2.9 The PCB will meet twice a year. 
 
 
3 Making a complaint  
 
3.1 Who can make a complaint? 

A complaint can be submitted by any individual or organisation including the Council of the 
Institute.  

The person or organisation making the complaint is referred to as “the complainant”. 

3.2  Who and what can be the subject of a complaint? 

A complaint can be made if the complainant believes that a member (or members) of the 
Institute has breached the Institute’s Code of Conduct. 

The member (or members) of the Institute against whom a complaint is made is referred to 
as “the member”. 

3.3  Dispute resolution 

Complainants are encouraged to seek informal resolution where appropriate. However, 
failure to do so will not prevent a complaint being considered where circumstances make 
this unreasonable.  

 3.4  Time limitation 

The Institute will normally only assess complaints made within one year of the last 
incident or the last conduct that forms the basis of the complaint. The complainant needs to 
show good cause for submitting a complaint beyond this time limit. 

3.5  Making a complaint 

Before preparing a complaint, the complainant should refer to the guidance document, How 
to make a professional complaint: a step-by-step guide, which shall be available on the 
Institute’s website. 

A complaint must be made using the Institute’s official Professional Complaints Form which 
must be completed in full. 

 

 

https://charteredforesters.org/wp-content/uploads/2026/07/How-to-make-a-professional-complaint-%E2%80%93-ICF.pdf
https://charteredforesters.org/wp-content/uploads/2026/07/How-to-make-a-professional-complaint-%E2%80%93-ICF.pdf
https://forms.office.com/pages/responsepage.aspx?id=26MEr3EbnUWql-tLsKc_50Ki-pGvtJpGlAQBleBJ0MtUNklMTTZSSU9PTEVYTllKTFM2M0JVQkhWNS4u&route=shorturl


 

 

  

4 Receipt and initial assessment of a complaint 
 

4.1 Receipt of a complaint 

The designated Case Receiver shall acknowledge receipt of the complaint within 10 working 
days and advise that it will be subject to an initial assessment to determine whether there is 
a case to be reviewed. 

The Case Receiver shall forward the complaint to the designated Complaints Assessor. 

4.2 Initial processing of a complaint 

The designated Complaints Assessor shall determine whether the Professional Complaints 
Form and any supporting documentation provides sufficient information for making an 
initial assessment of the complaint. 

If the Professional Complaints Form provides insufficient information, it cannot be processed 
any further. The Complaints Assessor through the Case Receiver shall advise the 
complainant to complete and resubmit the form within 28 days. 

If the Professional Complaints Form provides sufficient information, the Complaints Assessor 
shall proceed to the initial assessment. 

4.3  Initial assessment   

 The Complaints Assessor shall consider all the information provided by the complainant and 
determine whether the complaint is relevant and competent within 28 days of receipt of the 
finalised Professional Complaints Form.  

To be considered relevant and competent, the Complaints Assessor must be satisfied that 
four conditions are met: 

a) The complaint relates to a possible breach of the Code of Conduct.  
b) If substantiated, the alleged incident(s) could be a breach of the Code of Conduct.  
c) The complainant has provided sufficient information in support of the complaint for it to 

be put before the Professional Complaints Panel. 
d) The complaint is not frivolous or vexatious in nature.  

The Complaints Assessor may at their discretion seek clarification and/or request further 
information from the complainant regarding the complaint and may set a reasonable 
deadline for response. 

If considered relevant and competent, the complaint shall be considered compliant. 

4.4  Legal Proceedings 

If a complaint is the subject of legal proceedings the Institute may delay action until the 
conclusion of those proceedings. The Institute may extend the time period for the 
complaint. 

 

 



 

 

  

 4.5 Compliant complaints 

If a complaint is found to be compliant, it shall be referred to the PCP for determination by 
them. Please refer to Procedure 5. 

4.6  Non-compliant complaints 

If a complaint is found to be non-compliant, the Complaints Assessor shall provide a written 
report to the Case Receiver, or delegated person, setting out the reasons for their decision 
to reject the complaint.  

The Case Receiver, or delegated person, shall notify the complainant and provide written 
reasons for the Complaints Assessor’s rejection of the complaint.  

The subject of the complaint will not be informed if the complaint is non-compliant. 

 

5 Investigation of a compliant complaint 
 
5.1  Professional Complaints Panel 

The PCP, led by an independent Chair, reviews all compliant complaints and determines 
whether a breach of the code has occurred. The panel will then go on to determine any 
sanction to issue. The PCP will report its findings, including decisions regarding breaches and 
sanctions, to the PCB on an anonymous basis. 

5.2  Notification of the parties 

The notification of the parties to a compliant complaint constitutes the start of the 
procedure. The Case Receiver may request further information from the parties. 

5.2.1  Complainant 

The Case Receiver, or delegated person, shall notify the complainant in writing that 
following initial assessment their complaint is considered compliant and has been referred 
to the PCP.  

5.2.2  Member 

The Case Receiver, or delegated person, shall notify the member in writing that a complaint 
has been made against them and following initial assessment the complaint is considered 
compliant and has been referred to the PCP.  

The Professional Complaints Form and any other documentation received from the 
complainant shall be provided to the member. 

The Case Receiver, or delegated person, shall invite the member to submit an initial 
response to the complaint and specify a date by which the member shall, if they wish, 
respond. The date should normally be within 14 days of the notification, but a later date may 
be specified by the Chair. 

 

 



 

 

 

5.3 Compilation of the complaint file  

The Case Receiver, or delegated person, shall be responsible for compiling an indexed 
complaint file comprising of documents provided by both parties. 

The following procedure shall be adopted: 

a) The member’s Initial Response and any other documentation received from the 
member, shall be copied to the complainant without undue delay. 

b) Both parties to the complaint shall then be invited to prepare a Written Statement 
which sets out, in summary, the case they will present to the panel at the determination 
meeting.  

c) The complaint file shall include copies of the original complaint, the member’s Initial 
Response, any further representations by either party, any additional documentation from 
either party, and the Written Statements of both parties. 

5.4  Status of the complaint 

Once the complaint procedure has started, the following will apply: 

a) The complaint procedure shall not be terminated by the voluntary resignation of the 
member against whom the complaint has been made; and 

b) A member who has been notified of a compliant complaint against them and who 
thereafter resigns before the complaint procedure has been exhausted shall not have the 
right to re-apply for membership of the Institute on any future occasion. 

If, at any time, a complainant notifies the Case Receiver, or delegated person, that they wish 
to withdraw a complaint, the Case Receiver, or delegated person, shall immediately inform 
the PCB of the Institute. 

When a complaint is withdrawn, the PCB can recommend to Council that it has the option to 
take the place of the original complainant. To exercise this option, the Council must notify 
the Case Receiver, or delegated person, within 28 clear days of being informed that the 
complaint has been withdrawn. Thereafter, the complaint shall proceed as if the Council of 
the Institute had been the original complainant. 

 

6 Determination Meeting 

 
6.1 Calling the meeting 

The panel Chair will call a Determination Meeting to address the complaint. The PCP can 
hold physical meetings or meet by electronic means in exceptional circumstances. 

6.1.1  Appointment of panel 

Considering the complexity of the case, the Secretariat will select a panel from the 
available pool of panellists. All appointed panel members other than the Chair shall 
be Chartered members of the Institute. The Chair and the appointed panel members 



 

 

 
must not have any prejudicial interest in the complaint, or the parties involved. The 
complexity of the case may require a panel of three or five to be determined by the 
Chair. 

6.1.2  Quorum 

The Chair is required to attend. For panels of three members, a quorum is reached 
with two present; for five-member panels, three are needed. In both scenarios, the 
Chair's vote is included.  

6.1.3  Meeting date 

The Case Receiver, or delegated person, shall set a meeting date and shall inform 
the complainant and the member of the date, time and location for the meeting.  

6.1.4  The Complaint File 

No later than 14 days prior to the date of the Determination Meeting, the Case 
Receiver, or delegated person, shall send copies of the Complaint file to the parties, 
the PCP’s Chair and panel members.  

6.1.5 Attendance  

Although attendance is not compulsory, the complainant and the member are 
advised to attend. They may be accompanied by a friend, a relative or a colleague. 
They must give seven days’ notice of the name of the person accompanying them 
and the names of any witnesses they propose to call. It shall be the responsibility of 
the complainant or member to secure the attendance of any person. Legal 
representation is not permitted.  

6.1.6 Expenses of the parties 

Any expenses incurred by the member or the complainant in attending a 
Determination Meeting shall not normally be met by the Institute.  

In exceptional circumstances, the Institute may meet or contribute to the 
subsistence and/or travel expenses if the Panel is satisfied that grave financial 
hardship or injustice would result if such expenses were not met or contributed to 
by the Institute.  

Under no circumstances shall the Institute be responsible for meeting the costs or 
fees of any person. accompanying the member or complainant, or for loss of 
earnings or salary or any other consequential losses suffered by the member or the 
complainant. 

6.2 Note taking 

Panel members may take notes for reference, but these will be destroyed after the 
determination meeting. No electronic recording of any kind is permitted. If a member is 
found recording any meeting, they may face disciplinary proceedings. Should a non-member 
record any meeting, the Complaint may be dismissed. 
 
 



 

 

 

 

6.3 Determination 

Having considered the evidence before them, the PCP members shall determine by majority 
vote whether the complaint should be upheld or dismissed.  

6.4 Sanctions 

If the complaint is upheld, the Panel will proceed to decide by majority vote on the sanction 
to be applied: 

a) Issue a reprimand and/or an advisory recommendation on conduct. At their discretion 
the panel may also recommend additional education and learning including Code of 
Training or additional CPD. 

b) Issue a severe reprimand and/or require additional education and learning including 
Code of Training or CPD within a specified timeframe as a condition of continued 
membership.  A final written warning may also be issued. 

c) Remove from membership immediately without the opportunity to seek renewal of 
membership. 

6.5 Reporting  

 The Chair shall provide a letter to the Case Receiver, or delegated person setting out the 
reasons for their decision to uphold or dismiss the complaint.  

6.6 Notification of the parties 

The Case Receiver, or delegated person, shall advise the parties to the complaint in writing 
of the Panel’s decision and the reasons for the decision.  

The Case Receiver, or delegated person, shall also advise the parties to the complaint of 
their right to appeal as set out in Procedure 7 and that any request for an appeal or review 
must be received within 28 days of being informed of the PCP’s decision. 

6.7 Implementation of sanction 

 If the PCP has upheld the complaint and neither party lodges an appeal within the 28-day 
period, then any disciplinary sanction shall immediately take effect. 

 If the PCP’s decision is the subject of an appeal, no sanction will be put into effect until the 
appeal has been determined by the Complaints Appeal Board. 

6.8 Publication of the Panel’s decision  

If the PCP upheld the complaint and the member has not lodged an appeal within the 28-day 
period, then the Chair, or designated deputy, may publish a brief statement of the decision 
in one or more of the Institute’s publications, including on-line publications.  

If the PCP’s decision is the subject of an appeal, publication of the decision shall be a matter 
for the Complaints Appeal Board once the appeal process has been determined. 

This will be applied on a case-by-case basis. 

 



7 

7.1 

7.2 

 Appeal Policy: New (De Novo) Hearing 

Purpose 

This policy sets out the procedures for conducting appeals. An appeal is a re-hearing, 
conducted by a panel with no prior involvement in the matter. The objective is to ensure 
fairness, impartiality, and transparency. 

Grounds of Appeal 

An appeal may only be lodged on specific grounds, as outlined below and must not be 
malicious or vexatious. Dissatisfaction with the original outcome is not a valid reason for 
appeal. 

• Error of Procedure: An appeal may be considered if there was a significant error in
the process or procedure which is likely to have materially affected the decision.
Minor procedural errors will not constitute valid grounds for appeal.

• New Evidence: If relevant evidence comes to light that could not have reasonably
been made available at the original hearing, and this is likely to have a material
impact on the decision, an appeal may be permitted.

7.3 Scope 

This policy applies to all appeals where an appeal has been granted, replacing the original 
determination. 

7.4 Principles 

Impartiality: The appeal panel must consist of individuals who were not involved in the 
original determination and have no conflict of interest. 

Fresh Consideration: The case is considered as if being heard for the first time, without 
reference to the previous decision. 

Transparency: The process and criteria for the appeal must be communicated to all parties. 

Fairness: Both parties must have an opportunity to present their case. 

7.5 Complaints Appeal Board 

The PCB shall convene a Complaints Appeal Board. 

7.5.1 Appointment of Board 

• The appeal will be heard by a new panel, comprising a different Chair and
panellists not involved in the original determination.

• Panel members must declare any potential conflicts of interest prior to the
hearing. Any necessary substitutions will be made prior to the hearing.

• All appointed Board members shall be Fellows of the Institute.

https://charteredforesters.org/wp-content/uploads/2026/07/Vexatious-and-Persistent-Complaints-Policy-%E2%80%93-ICF
https://charteredforesters.org/wp-content/uploads/2026/07/Vexatious-and-Persistent-Complaints-Policy-%E2%80%93-ICF.pdf


 

 

 

7.6  Notification 

Parties will be notified in writing of the panel composition and the date and location of the 
hearing. 

7.7 Hearing Process 

Parties may present their case as if for the first time, including calling witnesses and 
submitting any relevant evidence (if appealing on this point), subject to any limits set by the 
panel. 

The panel is not bound by the findings or reasoning of the original determination panel. 

7.8 Conduct of the Hearing 

The Chair is responsible for ensuring the hearing is fair, impartial, and conducted in 
accordance with the policies of the Institute.  

Both parties may present evidence and make submissions. 

The panel will deliberate and reach its conclusions based solely on the evidence and any 
submissions made at the hearing.  

7.9 Decision and Notification 

The panel’s decision will replace the original determination. 

All parties will be notified in writing of the outcome, with reasons provided for the decision 
within 28 days of the hearing.  

The decision of the appeal panel is final. 

7.10 Reporting 

A record of the outcome of the appeal, including evidence, will be maintained in accordance 
with the Institute’s data retention policies. 

 

8.0 Record Keeping 
 

A record of decisions and any sanctions imposed will be kept by the Institute. This may 
include on any members membership file for any future conduct issues which may arise.   

  

 




