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INTRODUCTION TO THE COMPLAINTS AND APPEALS PROCEDURES 
 
The following are the procedures to be implemented in the event that there is a complaint against a member of the 
EAGT who resides in a country where there is no National Awarding Organization or no National Gestalt Psychotherapy 
Organization with a Code of Ethics and a Complaints Procedure.   
If there is a NOGT, but the member complained against is not a member of the NOGT, s/he need to be member of EAGT. 
 

 
ORGANIZATION AND ROLES 

 
The Complaints Committee (ECC) 
 This committee manages the complaints procedure and process. The committee comprises at least 3 members, from 
both Gestalt Practitioner in Organization (GPO) and Gestalt Therapist (GT) and are elected by the EAGT members for a 
period of 3 years. The committee will submit a report after the closure of a case, which preserves anonymity (of both 
the complainant and the member complained about) to the Ethics Committee and the Executive Committee. This would 
include the nature, number, outcomes and any process issues arising from the complaints procedure.  
 
The Complaints Panel 
To address each formal complaint, the Chair of the Complaints Committee will form a panel of three persons. This panel 
will consist of at least one member of the Complaints Committee and up to two appointed ad hoc members as 
appropriate. The Complaints panel will submit a written report to the Chair of the Complaints Committee (see C.1.13). 
 
IN THE EVENT OF AN APPEAL, THE FOLLOWING BODIES WOULD BE INVOLVED:  
The Appeals Coordinator  
The Appeals Coordinator is a full Member of the EAGT, who has been elected by the Meeting of Members. S/he 
appoints an Appeals Panel of which s/he is a member. 
 
The Appeals Panel  
The panel will consist of three persons including the Appeals Coordinator, and an independent person as Chair. The 
decision from this panel is grounded on the guidelines and the Appeals Panel are not dealing with the content of the 
complaint (see 2.2). This panel determines whether there is a just cause for appeal and will organize and conduct the 
appeals procedure and report their findings to the Chair of the Complaints Committee, the Complainant and the 
Member complained against. 
 
The Executive Committee  
This body will ratify any recommendations and sanctions. The Executive Committee is informed of any complaints and 
appeals processes in a report which preserves anonymity. 
 
C.1 COMPLAINTS PROCEDURE  
C.1.1 The following procedures are intended to provide a forum for communication, presentation of points of views, 
investigation, reconciliation and redress in which all parties concerned in a complaint can feel supported and heard. 
All complaints should be directed to the office manager of EAGT, info@eagt.org who will give the complainant 
anonymity until the ECC have accepted the complaint.  
Complaints should be made as near as possible to the time of origin. Potentially there are three stages in the 
procedures:  
1. An informal meeting between the complainant and member complained against, with an independent person(s) to 
facilitate a dialogue process;  
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2. A Complaints Panel takes on a formal complaint process in an arbitration*) meeting;  
3. A formal Appeal.  
*) Arbitration meeting is a formal meeting, where the Complaints Panels role is to form an opinion and make decisions 
on how to handle the situation. 
 
C.1.2 The party complained against must have been a member of the EAGT at the time of the alleged breach in the 
Code(s) of Ethics and/or Professional Practice. Should the individual member resign his/her membership of the EAGT 
during the process of a complaint or appeal, the process will continue. 
 
C.1.3 Complaints concerning legal, statutory or commercial contractual matters are not within the remit of the 
Complaints Committee. In these cases complaints should be send to the instances in accordance with the National 
legislation. 
 
C.1.4 In the event that there is a grievance or complaint against a member of the EAGT, the complainant will submit 
his/her complaint in English to the office manager who will send it over to the Chair of the Complaints Committee. The 
Complaints Committee will determine as quickly as possible if the complaint contains sufficient grounds for a complaint. 
(See the Code of Ethics.)  
A) If there are some obscurities, the Chair will refer the complaint to the complainant for further clarification regarding 
the format and/or the content of the complaint.  
B) The Chair of the Complaints Committee will record the complaint and will acknowledge the receipt of the complaint 
to the Complainant and send a copy to the member complained against within seven working days.  
C) In the event that the Complaints Committee determines that the complaint does not contain sufficient grounds, the 
Chair will notify the considerations of the Committee to the complainant and the member, and dismiss the case within 
14 working days. If the complainant does not accept the decision, it is possible for the complainant to make an appeal. 
 
C.1.5 If the complaint is accepted the Complaints Committee will contact the complainant and inform the member 
within fourteen working days to discuss the options and procedures available to the complainant. This Complaints 
Committee member will, as the first step, encourage the complainant and the member to engage in an informal 
dialogue in order to come to a mutually satisfactory agreement, as a resolution, and give them the possibility to 
respond. (When there is a prima facie case of alleged gross professional misconduct the case will be handled as a formal 
complaint by a Complaints Panel directly.)  
 
C.1.6 In the event that the dialogue is rejected or does not result in a resolution, the complainant may submit a formal 
written complaint that is directed to the Chair of the Complaints Committee of the EAGT. The Complaints Committee 
member who has already been involved will withdraw him/her self from the following process. When the complainant 
chooses to make a formal written complaint, he/she will pay a fee in advance to EAGT as a deposit (see C.1.16). 
 
C.1.7 The member complained against and the complainant will be informed that the complaint will now be handled as 
a Formal Complaint. The member is expected to send a written response to the complaint, within twenty working days 
of receiving it, to the Chair of the Complaints Committee who will forward a copy to the complainant. 
 
C.1.8 The Chair of the Complaints Committee will endeavour to appoint a Complaints Panel, which is as impartial as 
possible. There will be twenty working days granted to this appointment process. If availability of members or other 
practical considerations will hinder the appointment, this may result in a delay, which needs to be communicated to the 
parties and an extension of twenty working days granted. 
 
C1.9 The Chair of the Complaints Panel notifies both parties of the particulars of the arbitration meeting. This would 
usually involve a face-to-face meeting of the panel with both parties present. When not feasible, the Complaints Panel 
will determine an alternative form of verbal communication within a reasonable time frame. 
 
C.1.10 The complainant and the member complained against will each have the right to nominate one 
advisor/supporter who would be available during the arbitration. Advisors/supporters do not have a role in speaking 
directly to the Panel but can be present at the meeting. 
 
C.1.11 The Complaints Panel will take responsibility for ensuring that the arbitration process will be audio taped. The 
recording and all written material will be returned to the Chair of the Complaints Committee and held until such time as 
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the matter is concluded, when it will be erased or destroyed. All evidence and other written documents and testimony 
from the Complaints Panel will be stored in compliance with legal regulations (GDPR). 
 
C.1.12 The Complaints Panel will require all relevant documentation no later than twenty working days before the 
arbitration meeting so that this can be forwarded to the other party and the Panel. 
 
C.1.13 The Complaints Panel will send a written report of the arbitration meeting and their recommendations to the 
Chair of the Complaints Committee within ten working days. Copies of the report will be forwarded by the Chair of the 
Complaints Committee, to the complainant and the member complained against within one week of receiving it. 
 
C.1.14 The report will clarify the nature of the complaint, the procedures followed and the outcome of the process for 
both parties. The Panel's concluding options are:  
• that the matter has been resolved to the reasonable satisfaction of all parties and no further action be taken;  
• that the complaint is not upheld in any respect;  
• that the complaint is upheld in some or all respects. If the complaint is upheld, then the report will include specific 
statements as to whether each of the alleged breaches of clauses of the Code of Ethics and Practice is upheld.  
The Complaints Panel may recommend any of the following sanctions, only if the complaint is upheld in any respect: 
a. additional supervision;  
b. review of the member's practice;  
c. further training;  
d. a formal warning and requiring an undertaking that the member ceases to work in a particular manner.  
e. Suspension or withdrawal of membership may be recommended in cases of gross professional misconduct, such as 
active sexual involvement with a client.  
The Complaints Panel should stipulate time scales by which sanctions should have been completed. 
 
C.1.15 The outcome of complaints, which are upheld, will be notified to the Executive Committee by the Chair of the 
Complaints Committee. Recommendation of suspension or withdrawal of membership will be reported to the Executive 
Committee for their ratification. The complainant and member complained against will be notified as to whether the 
complaint has been upheld or not within twenty working days of the Panel meeting. The member complained against 
will be notified about any sanctions they are required to fulfil and the time schedule required for completion. When the 
Executive Committee’s ratification is required, parties will be notified within ten working days of the Executive 
Committee’s next meeting.  
 
C.1.16 The process of complaint normally has a fee. This fee, and relevant expenses, will be paid in advance by the 
complainant and will be paid back by the member complained against in the event the complaint is substantiated. The 
actual fee is € 300 for complainants from Western European countries and € 150 for complainants from Eastern 
European countries.  
 
C.2 APPEALS PROCEDURE  
C.2.1 The member complained against and the complainant may appeal against the outcome from the Complaints 
Panel. A decision to appeal should be sent to the office manager who will refer it to the Appeals Coordinator within 
fifteen working days subsequent to the receipt of the Complaint Panel’s report.  
 
C.2.2 The appellant is required to give clear and convincing reasons to support his or her opinion that one or both of the 
following conditions have been met that:  

• the outcome of the complaint is inappropriate to the situation.  

• the published procedures for managing complaints were not followed to such an extent that the outcome was 
prejudiced in some way.  

 
C.2.3 The appeal is considered by the Appeals Coordinator who appoints an Appeals Panel of which s/he is a member. 
The Appeals Panel’s task is to determine whether there is just cause for appeal.  
 
C.2.4 The process of appeal has the same fee structure as the Complaints Procedure.  
 
C.2.5 If the appeal is accepted, by the Appeals Panel, the Appeals Coordinator will inform both parties to the appeal. The 
presence of both parties will only be required at the discretion of the Appeals Panel.  
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C.2.6 All the papers and audio recording, which were available during the Complaint Process, will be made available to 
the Appeals Panel. No additional material, neither verbal nor written, by either party to the complaint, may be 
submitted.  
 
C.2.7 During the organization and conducting of the appeal, the members of the Appeals Panel may choose to use a 
conference link given travel constraints. It is intended that the Appeals Process, once the appeal has been accepted, will 
be completed within thirty working days.  
 
C.2.8 The decision of the Appeals Panel will be conveyed in writing within seven working days to the Chair of the 
Complaints Committee, the Chair of the Executive Committee and the Appeals Coordinator. The Appeals Coordinator 
will inform the appellant(s) of the outcome within seven working days. This decision will be final and binding for all 
parties concerned.  
 
C.2.9 All evidence and other written documents and testimony from the appeal will be stored in compliance with legal 
regulations. 
 
 
 
 
 

Changes approved by vote of the EAGT Meeting of Members: 
 Belgrade, September 13th , 2008  

Krakow, September 19th, 2013  
Taormina, September 19th, 2015  

Budapest, October 6th, 2018 


