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Introduc�on

The EATA (European Associa�on for Transac�onal Analysis Associa�on) Complaints 

Procedures and Processes provides a mechanism whereby those persons carrying 

out EATA functions and members of the public may be protected. They aim to 

facilitate $exibility and crea�vity in support of personal and professional 

development while at the same �me describing a clear system for processing 

complaints concerning those persons carrying out EATA func�ons.

The EATA ethical code enables persons to evaluate the ethics and professional 

prac�ces of a course of ac�on undertaken by members in their role within EATA. 

The ethical framework of codes and procedures provides a structure for ethical 

professionalism which ensures that those carrying out  EATA func�ons represent 

and conduct themselves professionally in ways consistent with their role within 

EATA.

COMPLAINTS PROCEDURE

General Structure

Con'den�ality must be observed at all �mes from the outset by all par�es. Both 

complainant and respondent will be advised of this. All par�es involved are required to 

maintain con'den�ality as to both the content and the process of an ethics, professional 

prac�ces, or organisa�onal complaint.. EATA and its representa�ves maintain the right to 

waive con'den�ality where it has a duty of care to inform the public and its membership 

of the outcome of an inves�gated complaint. All par�es will be informed of this should 

such a case arise. Complaints made anonymously will not be considered and all material 

rela�ng to them will be destroyed.

EATA o+ers a three �er system for the managing of ethical and professional 

prac�ces and organisa�onal complaints concerning EATA members in their 

ac�vi�es within EATA. The 'rst �er is an informal dialogical process managed by 

members independently of any EATA structure. An individual having a concern 

that a members’ ethical and/or professional behaviour is not consistent with their 

EATA role is expected to dialogue with the member involved directly and invite 

the desired change in behaviour. If this is perceived as not adequate for the task 

then the second system, which maintains an informal style, u�lises an Arbitrated 

system that may or may not be binding. The third system is a formal process, 

using a Hearing Board (HB) approach. The Hearing Board has its own rules, 

procedures and sanc�ons that are outlined in this document.
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EATA also o+ers an organisa�onal complaint service where the Ethics Advisor or 

their representa�ve will consider an arbitra�on service (binding or non-binding) 

to resolve an organisa�onal complaint.

Limita�on of Time

EATA operates a policy of no �me limits on complaints being made.

Making a complaint

A complaint concerning the ethical or professional prac�ces behaviour of a member of 

EATA must be made in wri�ng to the EATA Ethical Advisor (EA) with substan�a�ng evidence 

for the complaint. EATA’s working language is English and in most circumstances 

complaints must be presented to EATA in English. Only in excep�onal circumstances will a 

complaint  wri2en in another language be accepted. Individuals submi3ng complaints 

should be aware that in so doing they are ac�ng to resolve di4cul�es, that they may be 

challenged, and that they may seek no reward. They are required to act at all �mes in a 

manner consistent with the ethical and professional prac�ces of EATA.

If the received complaint is subject to a complaints procedure involving a recognized 

professional organisa�on then EATA will not act on the complaint un�l the exis�ng 

organisa�ons complaints procedures and protocols have been completed.

The EA’s role is to consider whether or not the complaint is within the remit of EATA, 

whether or not there is a history of the complained about behaviour in the records of EATA 

and whether the complaint is an ethical, professional prac�ces or organisa�onal complaint. 

If the EA considers the complaint is within the remit of EATA then the EA or his/her 

representa�ve oversee the management of the complaint. In the event of an ethical or 

professional prac�ces complaint the EA will no�fy the respondent of the complaint and 

request a response to the complaint within, normally, 14 days. Any informa�on provided by 

any party will be shared with both the subject of the complaint and the complainant. The 

EA will discuss with all par�es the ADR/Hearing Board or Binding Arbitra�on approach and, 

where possible, ascertain agreement for ADR. ADR may not be considered where the EA 

considers a 'tness to prac�ce order or termina�on of membership could be a possible 

outcome of the complaint. In this case the complaint will be dealt with by the Hearing 

Board procedures.

In the event of the complaint being deemed an organisa�onal complaint the EA will appoint 

an Arbitrator to arbitrate the dispute. Whether or not the arbitra�on will be deemed 

binding is  decided by the inves�gator in consulta�on with the Arbitrator.
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In considering the complaint the EA will be mindful of any legal or procedural implica�ons 

of the complaint. In doing this s/he will take any appropriate legal or other professional 

advice where deemed necessary.

The resigna�on of a respondent to a complaint will not be accepted un�l EATA Ethics 

procedure has been completed.

An Organisa�onal Complaint 

A complaint is called an organisa�onal complaint where the following three condi�ons 

exist. 

1) the complaint relates to an individual or group ac�ng within an established EATA role.

2)  the ac�on taken and complained about must relate explicitly to the role and du�es of 

that Commi2ee or individual 

3) the Commi2ee or individual has responded to the complainant within their EATA role 

but the complainant is dissa�s'ed with the response. 

Once the complaint has been accepted by the EA he/she has the authority to either accept 

the complaint and take no further ac�on, may appoint a mediator or an Arbitrator. In 

excep�onal cases the EA or their representa�ve may act as an arbitrator themselves and 

adjudicate the ma2er. This is usually in cases where there is no dispute on fact.

The EA or their representa�ve will consider whether such an arbitra�on is appropriate. If it 

is considered appropriate then the EA (or their representa�ve), a;er consulta�on with the 

par�es involved, will appoint an Arbitrator who will be asked to provide a report to the EA 

on the dispute. The 'ndings of the arbitra�on may or may not be binding but all par�es 

entering such an Arbitra�on agree to the possibility of bindings being made on them by 

such 'ndings. This is made available to EC in the form of a report. EC decides whether or 

not to accept the Arbitrator’s 'ndings.

The Arbitrator may recommend the following

a) No ac�on.

b) A speci'c ac�on/s that any party involved in the complaint must implement in 

rela�on to the complaint. This may or may not be binding.

c) A recommenda�on that any par�es involved in the complaint may consider 

developing their prac�ce in a par�cular way. This may or may not be binding on those 

involved in the complaint.
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The 'nding of the Adjudicator will be 'nal in this ma2er and, further to EC accep�ng the 

'ndings, no further appeal is possible.

An Ethical or Professional Prac�ce’s Complain

1.Mediation and Arbitration Service

Engaging in informal discussion with both par�es the EA will pursue, with agreement from all 

par�es, either media�on or arbitra�on. Media�on is a non-judgmental process in which the 

Mediator seeks to resolve di4cul�es by facilita�ng a meaningful resolving dialogue between 

complainant and respondent. Arbitra�on is an evalua�ve process in which the Arbitrator 

evaluates the complained about behaviours. Courses of ac�on may or may not be 

recommended by the Arbitrator. At any stage in an ADR process (Media�on or Arbitra�on) 

either party can decide to withdraw from it. In excep�onal situa�ons the EA may suspend an 

ADR process.  If there is a suspension of ADR  then the EA will either put the formal Hearing 

Board procedure or Binding Arbitra�on into place, or drop all proceedings. Both a formal 

Hearing Board and Binding Arbitra�on can impose sanc�ons on the respondent. 

A. Media�on

If media�on is agreed upon then a Mediator will be appointed by the EA. All par�es must 

agree to the appointment of a par�cular Mediator. All par�es will be given a realis�c �me 

frame to pursue media�on. The process is completed once all par�es have signed a 

Conclusion Agreement. If the media�on is not concluded within a reasonable �me then the 

case may be referred to a Hearing Board. The Mediator will report the outcome of the 

media�on to the EA.

B. Arbitra�on

If arbitra�on is agreed upon the EA will appoint an Arbitrator. In conjunc�on with the 

Arbitrator the EA and the Arbitrator determine whether the Arbitra�on is to be binding or 

non-binding. The Arbitrator will inves�gate the complaint involving all par�es involved. 

The Arbitrator has the power to recommend the following sanc�ons related to the arbitrated 

issues:

 wri5en apologies

 removal from commi5ees and other EATA du�es

  a wri5en report from a party or par�es  involved outlining the learning arrived at 

through the process,

 further training, supervision or personal therapy 

 a condi�on/s on prac�ce recommenda�on

 the reimbursement of fees or a propor�on of fees paid for a Transac�onal Analysis 

service 
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With the agreement of all par�es the Arbitrator will set a reasonable �me to conduct the 

arbitra�on. 

The arbitra�on process will be deemed completed once all par�es have signed a Conclusion 

Agreement and a report has been submi2ed by the Arbitrator to the EA. This can be signed 

prior to any sanc�ons being completed. If any sanc�ons are required it is the responsibility of 

the person undertaking the sanc�ons to provide a report to the Ethics Advisor of their 

comple�on. In the event of a failure to undertake the agreed sanc�ons then the EA may 

suspend the conclusion agreement and commence the Hearing Board Procedures.

2. Hearing Board Procedures

Where a complaint is appropriate to EATA, and either one or more of the par�es involved 

have declined the o+er of arbitra�on, or failed to comply with a binding arbitra�on or, in 

the view of the EA a 'tness to prac�ce order, limita�on on prac�ce and/or termina�on of 

membership may be considered the EA shall put the Hearing Board procedures into place.

a) Appointment of the Case Manager

The EA will appoint a Case Manager (CM) who will be responsible for contac�ng both 

par�es to no�fy them of his/her involvement. Both complainant and respondent shall have 

the right to advise the Ethics Advisor if they have concerns regarding the capacity of the 

Case Manager to be impar�al.

The CM shall inform the complainant and respondent that a complaint has been received 

which will be adjudicated by a Hearing Board informing them that a Hearing Board has 

the power to impose sanc�ons, including recommending suspension of membership or 

expulsion from EATA. 

The CM shall include a copy of the complaint submissions to the respondent, together 

with a le2er requiring the respondent to make a wri2en response to the allega�ons 

within twenty-eight days of receiving no�'ca�on of the complaint. This reply can be 

sent by electronic transmission (email a2achment) as well as other conven�onal means. 

The case manager will inform all par�es that it is their responsibility to ensure all their 

communica�ons are delivered to their intended recipients.

The CM shall inform the respondent that failure to make a response, without su4fcient 

reasons, to the CM may be assumed by EATA to indicate that the complaint is valid. In this 

case a Hearing Board may be convened without further reference to the member.
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Once the respondent’s response to the original complaint has been received. The CM shall 

forward the response to the complainant. The CM shall ask all par�es to submit any 

addi�onal evidence to the CM within a further twenty eight days. Any addi�onal 

submissions will be automa�cally sent to all par�es involved

Once an EATA member is aware that, as a result of the complaint, their current or poten�al 

course of ac�on may not conform to EATA Code of Ethics or EATA Professional Prac�ce 

Guidelines, she or he shall cease immediately from those ac�ons un�l the appropriate EATA 

procedure has been followed and a resolu�on obtained. Failure to observe this course of 

ac�on may be taken as evidence of a conscious desire to not respond ethically or 

professionally to the complaint.

b) Adjudica�on Procedures – Appointment of Hearing Board

The adjudica�on procedure by a Hearing Board exists to examine complaints in a formal 

manner and to determine the validity of such complaints and, if the complaint is found to 

be valid, to impose sanc�ons as appropriate. Where there is more than one complaint 

against a member by a single complainant they shall be determined at the same hearing. 

Should there be more than one complaint against a member from di+erent complainants 

they may be heard separately or together at the discre�on of the EA.

The EA will appoint a Hearing Board of three people none of whom shall be the CM. The 

board must be comprised of members EATA and must include at least one TSTA. Members 

appointed to the Hearing Board have a duty to declare any interest which may threaten 

their impar�ality. The CM shall send a copy of the procedures for the process of the 

immanent Hearing Board  to the complainant, respondent and members of the hearing 

board at least ten days before the hearing.

Procedures Prior to the Hearing Board Mee�ng

No�'ca�on of the forma�on of a Hearing Board, including details of its members will be 

sent to all par�es by the CM. This no�'ca�on of a Hearing Board must include no�ce that it 

will take place within sixty (60) days of the appointment of the Hearing Panel members. 

The date of the Hearing will, whenever possible, be agreed by all par�es before being 

con'rmed in wri�ing. In the event that the par�es to the complaint are unable to agree a 

date, then the Hearing Board shall have the fnal decision in se3ng the date and place of 

hearing. In excep�onal circumstances and at the Board’s absolute discre�on, the date may 

be set outside the sixty day limit but, in any event, will usually be held within ninety (90) 

days of the Board’s appointment. The decision of the Board on the date and place of the 

hearing is binding on all par�es.

The Hearing Board is recommended to hold a preliminary mee�ng in which a chair is 

appointed and the case is reviewed.
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The Hearing Board may invite witnesses or advisors to a2end the Hearing to answer 

ques�ons about their wri2en submissions. 

Both par�es will a2tend the hearing, usually at the same �me. In certain circumstances it 

may be considered desirable that the complainant and the respondent have no direct 

communica�on. This is at the discre�on of the Hearing Board. Each party may be 

accompanied by a supporter who may represent them. Both par�es must no�fy the CM 

ten days prior to the mee�ng of the Board if it is their inten�on to bring a representa�ve, 

and/or if they wish their representa�ve to speak on their behalf.

All wri2en evidence and submissions must be submi2ed to the CM not less than twenty-

one days (21 days) before the hearing date. Such papers are circulated to the Hearing 

Board members, the complainant and the respondent not less than ten days before the 

hearing date.

New evidence may only be admi2ed on the day of the Hearing at the discre�on of the 

Board and will be in the form of short oral or short wri2en submissions. Either side may 

be granted a brief adjournment in order to consider their response to any such new 

evidence.

The Hearing Board Procedures

Hearing protocols require that both par�es and their supporters be present. And that the 

Chair of the Hearing Board ensures a record of the hearing is kept using a recorder. This is 

the property of the Hearing Board and is not made available to any other party apart from 

being used in any recognised appeal.

A summary of the complainant’s case is given by the complainant and any witnesses. The 

respondent or their representa�ve may put ques�ons to the complainant regarding their 

case. Ques�ons will at all �mes be directed through the Chair of the Board.

A summary of the case of the respondent is presented by either themselves or their 

representa�ve.

The complainant or their representa�ve puts ques�ons, through the Chair, to the 

respondent and/or witnesses.

When the Chair is sa�s'ed that the Hearing Board has gained all the clari'ca�on 

required or possible, all par�es but the Board are asked to withdraw.

The Hearing Board then determines whether or not the complaint will be upheld. A 

majority vote is required for dismissal of the complaint, or for a fnding that the complaint 

has been upheld.
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Both par�es are recalled to the Hearing and the fnding is pronounced. The Board then asks 

the complainant to leave and may if they so wish discuss issues with the respondent. These 

may include a discussion of the complaint, and of the respondent’s understanding and 

prac�ce. There is opportunity for the respondent to o+er mi�ga�on. The Board will then 

ask the respondent to leave, no�fying them that they will receive a decision regarding 

sanc�ons, through the EA. 

A Hearing Board may impose the following sanc�ons: 

 To write a wri2en apology to the complainant

 To make a formal wri2en statement to not repeat certain problema�c behaviours to 

the Hearing Board

 To be removed from commi2ees or other EATA du�es

 To write a report  on their learning following the complaint

 To undergo further training and/or supervision and/or personal therapy

 To ful'l a condi�ons of prac�ce order

 To be issued a suspension from  prac�ce order for up to two years

 To have their membership of EATA suspended for a set period

 To have their membership of EATA terminated

A majority is required for sanc�ons to be imposed and a unanimous decision in the case of 

either a condi�ons of prac�ce order, a suspension of prac�ce order or a termina�on of 

membership.

Within fourteen (14) days of the Hearing, the Hearing Board advises the EA of its conclusion 

in wri�ng, together with its recommenda�ons as to sanc�ons that are to be applied. The EA 

will then inform the complainant and respondent of the outcome, including sanc�ons 

where applicable. The �ming of the no�'ca�ons will be within seven (7) days of the EA 

receiving of the Board’s 'ndings. No�'ca�on will include no�ce of the right to appeal and 

the �me limit for either party to no�fy their intent to appeal. In the event that sanc�ons 

concerning suspension of prac�ce or termina�on of EATA membership, the EA will notfy 

the President of EATA so that the Executive of EATA can formally put these sanctions into 

place after the appeal period.

The exis�ng rules on con'den�ality will apply except where a condi�ons of prac�ce order, a 

suspension of prac�ce order, a suspension of EATA membership or a termina�on of 

membership is imposed. If this is the case then the membership of EATA will be informed. 
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APPEALS PROCEDURE

The complainant or respondent may make an appeal. If an appeal is made all par�es 

involved will be informed. Any appeal shall be limited to a review of the procedures. This 

evidence can only relate to failure of EATA to follow its own procedures. No new evidence 

will be accepted in the considera�on of an appeal. To ini�ate an appeal, the intent should 

be no�'ed in wri�ng to the EA within thirty days (30) of receiving the fndings of the 

Hearing Board.

The appellant shall be directed by the EA to an External Moderator (EM) who will review 

the case. The EM must be external to EATA. The EA will forward to the EM all papers 

rela�ng to the complaint, the inves�ga�on and the hearing, within fourteen (14) days of 

being no�'ed that the appellant has formally appealed.

The result of the appeal will be communicated by the EM to the EA, giving reasons for the 

decision. The EA will then no�fy all par�es of these fndings. The EA will be responsible for 

implemen�ng any ac�ons or procedures resul�ng from the outcome of the appeal.

3. ADDITIONAL PROTOCOLS GOVERNING COMPLAINTS PROCEDURE

The disposi�on of any complaint inves�igated by the EA including, Arbitra�on or a Hearing 

Board and all records of the inves�ga�on will be archived for all �me from the date of the 

formal complaint. The papers will be placed in a coded sealed fle to be held by the current 

EA. The EA will maintain, separately from this record and in a secure place, a record of the 

file codes, listed against member’s names. The EA is required to maintain separately with 

con'den�al access to this list in the event of the non-availability of the EA through illness or 

other impediment. A fle will only be retrieved and accessed by the EA in the event of a 

further complaint against the member. Where a new EA is appointed, all fles and codes are 

to be passed on to the incoming EA.

Failure of the complainant to a2end inves�gatory mee�ngs and/or the Hearing Panel or to 

respond to requests for informa�on, without good reason or due no�ce, means the 

complaint shall be regarded as withdrawn and the respondent is automa�cally exonerated 

with regard to that complaint. The complainant’s right to appeal is also lost.

EATA will be financially responsible for all par�es represen�ng EATA and undertaking 

EATA du�es including travel. Any expenses incurred either by the complainant or the 

respondent or any witnesses in connec�on with any stage of the complaint shall not be 

the responsibility of EATA.
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A complainant can withdraw their complaint at any �me. A withdrawn complaint cannot be 

resubmi2ed at a later date. EATA reserves the right to inves�gate a complaint even though 

it has been withdrawn.

All EATA communica�ons regarding complaints will be made to the EA. Communica�ons not 

so channelled will not be recognised by EATA.

The delivery of all correspondence regarding the se3ng of schedules or which contains 

points of fact relevant to the complaint must be ensured by the sender. Correspondence 

which is claimed to be lost will be assumed not to have been sent unless evidence of 

dispatch and delivery can be produced. 

The complainant and the respondent must act and appear in person. Powers of a2orney 

will not be accepted except under extraordinary circumstances which must have the prior 

approval of the EA.

Complaints or correspondence concerning EATA Ethics and Professional Prac�ces are to be 

sent to:

The Ethics Advisor

EATA

info@sabine-

blumenstein.de

Wielandstrasse 49

10625 Berlin

Germany

Glossary

EATA – European Associa�on for Transac�onal Analysis

HB – Hearing Board – a quasi-judicial structure for resolving disputes in which adjudica�on 

occurs 
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EA – EATA Ethics Advisor appointed by EATA

Mediator – appointed by EATA a facilitate conAict resolu�on through dialogue

Arbitrator – appointed by EATA to enable conAict resolu�on through evalua�on and can 

recommend sanc�ons

Conclusion  Agreement  –  a  freely  entered  into  agreement  by  all  par�es  to  either  a 

media�on or arbitra�on – it signiBes an end to an arbitrated complaints resolu�on

CM – Case Manager – appointed by the EA to manage a HB implementa�on to resolve an 

ethical or professional prac�ces complaint

EM – External Moderator appointed by EATA but separate from EATA to consider any 

appeal on procedures made following an HB adjudica�on.
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