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Complaints Procedure

followed

Secretariat takes reasonable steps to redact
information that could lead to identification of
complainant or respondent. Redacted
information reviewed at the next meeting of the
Membership Steering Committee. Note that the
Secretariat can advise the Membership Steering
Committee on the number and nature of
complaints (formal/informal) about the member
and/or the number and nature of complaints
made by the complainant but without specifically

identifying either party.
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Information reviewed at the next
meeting of the Membership Steering

Committee
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Possible review outcomes might be to:
a) Recommend escalation to a formal
complaint under the Code of Conduct
b) Recommend areas where the member
may wish to consider making
improvements
c) Recommend advising the whole
membership on improvements that
could be made based on the lessons
learnt
In cases a) and b) it would become necessary for
the Secretariat to identify the member concerned
to the Board. In all cases the member concerned
would not be identified to the Membership

Steering Committee or the wider membership

Possible review outcomes might be to:

a) Recommend as a marketing
opportunity

b) Recommend note of appreciation to
member and thank you to the
person/organisation providing feedback

¢) Recommend advising the whole
membership on example of good

practice
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Recommendations reported to ANC board <




