
Complaint submitted to 
complaints@csp.org.uk

Complaint valid/potentially valid 
  complainant notified of next steps or additional 
information is requested within 5 working days.

Complaint invalid
 complainant notified within 5 

working days.

No further action

Member advised of complaint and 
provides a response within 10 working 

days (or requests extension to respond)
Copy of complaint procedure shared 

Complaint forwarded to Complaints 
Committee Chair who determines if 

an investigation is needed.

 Investigation officer appointed; investigation 
undertaken and within 20 working days of 
appointment report completed setting out 

findings and conclusions 

 Report submitted to 
Complaints Committee 

Chair

Panel meeting 
convened and 

held

Investigation Officer Report / 
original complaint submitted to 

Complaints Panel to consider 
complaint and outcome

Complaints Coordinator informs the 
Member and the complainant of the 

outcome within 5 working days of the 
decision.

Sanctions 
imposed

Member appeals outcome 
of Complaints Panel within 
25 working days of receipt 

of the outcome

Appeal heard by 
Complaints Appeal 
Panel and outcome 

reported

or

or

Key:
dotted line - 
two options available
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