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1. INTRODUCTION 5|5 /315

The International Federation of Aromatherapists (IFA) is the voluntary regulator for
aromatherapy operating worldwide, set up primarily to protect the public. As a
Professional Body we set the standards that practitioners are required to

meet continuously in order to be displayed on the register. The Code of Conduct, Ethics
and Practice, detail the quality of care that you can expect from an IFA registrant, which
are binding on all practitioners on the register. If a member falls short of those
standards we need you to tell us in order to bring the registrant to account for their
actions and protect public confidence in the profession. All complaints will be
investigated thoroughly and sanctions will be imposed on a registrant if appropriate, in
keeping with regulatory healthcare guidelines.
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2. COMPLAINTS WE CAN DEAL WITH F 0] DABRBRAIREaf /B ATl DUEHE K #ir

» The care or advice received from one of our members
WEFMIBVE BWRIAVEIE SR &/ ) FRA T 2 S 3 i1 4 B sl il

» The physical or mental health of one of our members
FPIpL SRS O BR /3A 11 03 ) £ O i e

» A member’s professional conduct
EEMNERTR/ S AT AT N

» A member’s personal behaviour that directly impacts on their fitness to practice.
EEMEATAEEFZEMMNERERM - /2 A0 T NEER I
AT A S B S A

The IFA will not consider complaints that are raised more than one (1) year after the
incident has occurred.
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Please note however, we cannot arrange refunds or compensation or provide legal
advice or become involved in legal disputes even if a complaint is upheld.
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3. COMPLAINTS WE CANNOT DEAL WITH {955 R B AV AR /AT oA 2 (1) $E 17

a) Complaints regarding aromatherapy practitioners who are not current members of

the [FA. To check the register click here.
BARIE IFA ERIREMNS BRANEZNIRG - EEEHIM - RERIE - /

KT AR IFA 2R R 57 BT E ML i#F . EEFEN, 15 Badibat.
b) Complaints about companies, unless they are a registered corporate member. To

check the register click here.
R ATIRRER - [RIFthPIREMMNATIEE - EEFHEM - FEEIE - /
/A\
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¢) Complaints made anonymously that cannot otherwise be verified.
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d) Complaints where the complainant refuses or is unable to provide the necessary
evidence to justify their claims; the emphasis of supplying evidence rests on the
complainant.
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e) Complaints which fall within the jurisdiction of another regulator, for example:
BRE—ESEEMEEEERAVILER - H1W : /8T 5 — MR ENERTEE &%
VR, .

i.  Complaints regarding employment disputes or civil proceedings. However
the IFA reserves the right to act on the outcome of the proceedings if they
relate to dishonesty.

AREEA S ESFDARE - B2 - MIRBKRAWETS - IFA RE
HEFRAGRIREVITENRVER] - / 7 %R MM S SR FVRA B, (HE, W
R RAEEAT N, TFA GR B ARV SE R R BT B HIAA o

ii.  Complaints regarding breaches of Data Protection which must be directed to

the Information Commissioner’s Office (ICO). However the [FA reserves the
right to act on the outcome of the proceedings.
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iii. =~ Complaints regarding a breach of the Committee of Advertising (CAP) code
of practice, which is the role of the Advertising Standards Authority (ASA).
However the IFA reserves the right to act on the outcome of the proceedings.
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iv.  Complaints regarding claims for compensation - all practising members
have insurance to cover claims and all registrants will provide their
insurance details upon request.
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f) Complaints on a third party’s behalf (unless the IFA receives written legal
authorisation for someone to act on behalf of the client).
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g) Complaints in regard to contractual disputes between practitioners.

BN B Z IS ELGHIRET © / X T A AR F & R 2 BB T

4. WHAT TO DO FIRST
BREMMTE / Bt 4

You should always try and resolve any concerns with the practitioner before reporting it
to the IFA, as complaints can usually be resolved at this stage. We will require to see
evidence of these efforts. All registrants will have a written complaints procedure in
place which we would expect you to have exhausted. We do however recognise that in
some exceptional circumstances this may not always be appropriate.
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FETA) IFA 4R35 220, EROZIR Al e 5 Mol & AR RERE,  PUOATCRIE & T AR
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5. RAISING A COMPLAINT
R IRER / R HRUF
If you are unable to resolve a dispute with the practitioner then you may raise your
concern with the IFA which will be investigated as outlined below. All complaints must
be made in writing, written in English using the Complaints Form. If this is likely to be a
problem for you, you will need to ask someone to fill the form in for you.

MR EEEFRAUEFRBZENFE - BELTLE IFA REERIZEE - FFIAFE I
EITHE - T - FRARGFDANEERARYE - TEARGFREUEXESR -
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H AL, AR LR IFA SRS RSERE, JA TR tb#EAT A, 4 Pk
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For expediency, it would be helpful if the complainant could also draw attention to the
specific codes within the Code of Conduct, Ethics and Practice, to which their complaint
relates.

RTHEER - MRGEFABTLURFEEMMIRVIRERFTE RVITRER - BENE
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6. WHAT HAPPENS NEXT?
BTREREMNE ? / & kR A?

Confirmation

s / wik

When we have received your complaints form, we will confirm receipt within three (3)
working days.

SERMUBIEIRRRIEE - BPWGE=E T FHAERUE - / H3RATEIE R 5RF
TG, FATRAE = TAE H ATHIAIE]

Assessing the evidence

SRR / VA

When we review a complaint we will first assess the evidence in support of the
complaint. The case examiners may decide upon evidence or lack thereof to dismiss the
complaint at any stage. Complaints that arise due to oral communications will not
necessarily mean a complaint will be dismissed, but may impact on how we intend to
assess the complaint. This step is necessary to reduce the likelihood of frivolous,
vexatious or malicious complaints.
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Types of evidence typically include:
REBREREREE | /R ALE R .

» Written policies
SHEBER / HHEeE

» Written correspondence
SEBE / BiiEfE

» Telephone recordings
BRESRE /LR

» Witness statements
a2 ABRH / iE A\ BRik

» Third party reports
F=FHE )BTRS

The onus of responsibility for supplying evidence rests firmly with the complainant.

RHUEBERNEEERPRFA - / RAGESF SUEET HUFA.

Deciding how to deal with the complaint

RENEI EIR IR / thE iy b BEEEF

The IFA will then decide it if it will address the complaint informally or formally.
PATE - IFA IR ERMIFIENIERN S NEEBIRER © / A5, FA K ikoe 2 LR IEEk
1EF 7 A AR

7. INFORMALLY
JEIESC / ARIEC

a) Ifthereis no suggestion that the client is at risk or has been harmed, the complaint is
likely to be dealt with informally. The IFA will make the complainant aware when it
would be appropriate to deal with the complaint informally. The IFA may ask the
complainant how they wish the IFA registrant to resolve the situation e.g. apologise,
and the IFA will ask the registrant if they agree to do. If the client or the registrant
does not agree that the complaint should be dealt with informally, or as progress is
made, the nature of the complaint changes, the complaint will be dealt with formally.

MERABREFAREMSZINSEMNES - AITIsEZIEIER EIBIRERF - IFA
BERFAMENISEEMIEIE X EIBIZEF - IFA S DGARTIREF A MIFE IFA
S AMEIRRRIEEER - fli0 ; EF - IFA EHEGIMAZRERE - IREEE
HAMARBEIRFEMEERAXEE  FBENSERMNERT - IR0 E 3
AL - BIIREFASIETCEIR - / W A WS 2 TR XSG BR 52 205 32 f s, D)
AT RE 2 AR IE AL FE T . TFA KA HE YR SN0 AT I I8 24 Hh 3 1F 2 4b B4 o
IFA 7] DL i) $7 AABAT 1A B2 TFA JE M N G fer e i P e, 9. B3R, IFA &
WREM A S BRI WRE T SGEN AR BBV AR IER D b2, siE7E
B ISR, BRI AL, MR B AR B .
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b) In some cases, especially where a complaint is between an IFA registrant and
another healthcare practitioner, the IFA may suggest that the complainant and
registrant undertake mediation. This is to try and help both parties to find a way to
resolve the problem before the complaint is dealt with at a formal level. If the
complainant or the registrant does not agree that the complaint should be dealt with
through mediation, the complaint will be dealt with formally. If a complaint is made
by another healthcare practitioner, IFA registrant or a member of the public who has
no personal experience of the registrant it is also likely that the complaint will be
dealt with formally.

ERLEBERT - 5hI2% IFA iT A B E B RFRERIERSE ZER D IRRIVER
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7715 AnARARR NBGEN AA R @l e B Ur, SRRk BB, an R4
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¢) When complaints are dealt with informally we ask that both the complainant and the
registrant inform the IFA that a solution has been reached within four (4) weeks of
the complaint being brought to the registrants’ attention. If not, the formal
disciplinary procedure will be instigated.

BIFIETUH ERIBRIRERIT - HMIERIREFATEMASH IFA - EIEFHKIRFEMA
AENNBACEMBRSR - MRBE - HRENEXNLCERRER - / LdFEA
REFRFLYRRT, BATZRBF NRTEM N SR TFA, R URRER IS EM NE R AU
W IR R T 5. MR, F R sE LR

d) Atany stage of the complaint being made, the IFA may offer informal advice to the
registrant about their future conduct.

HEIREFRVEAPEER - IFATI @RI ARMABAERRTRIFERER - / /£
VRIEARTENB,  TEART BATAE M A SR AT SR AR RAT N AR IE

8. FORMALLY
IER /1R

Some complaints cannot be dealt with informally and include, but are not limited to:-
ALERFABEMIEERASRNERE - BIFEERRRE : /7 LfiFA s AR IER Ty b2
FEEART

a) Abuse of trust - stepping outside professional boundaries

BEREE - ELERFR /WHMGE - EL TR
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b) Conduct that falls below IFA standards
(K5 IFA 1REERTTR /KT IFA AndERIAT N
c) Negligent behaviour e.g. fitness to practice
RBTHR - BIMBESRE / G247, FlindEags]
d) Unprofessional behaviour, which could bring the IFA into disrepute
AEEWNTR - UEEEE IFA B / A LT, ATRESl IFA 524
e) Professional incompetence
HREEE / TR
f) Dishonesty
REE / Ak
g) Fraud or criminal acts
HREFERIESEIT AR / HOFEULIRIT A
h) Alcohol or substance abuse
ENEEREEYE R /PR B2 Wi H
i) Violence
BN/ %N
j)  Findings of other statutory regulators
HitiZEEEMBRIRESR / H Ak E I ENM ML R
k) Registrants who receive more than two complaints of the same nature initially
addressed informally

Wzl 7 L E R R IRERRVEEM A KR IFIETNRY / Y 2P DLV TR
IR A A S 9T 2 R 1 30

Complaints dealt with formally will follow the disciplinary procedure.

IERBREAEHTRAEBCERER o / (B SRR T

9. INTERIM MEASURES
BB HE Tt / 1 B 47 e
In serious or complex cases of suspected non-compliance or when it appears there could
be an immediate risk to the public, the registrant may be suspended and removed from
the IFA register of therapists for forty two (42) days. This is known as an interim
measure.

ERmENERNECERBRT XFLIRUEHAREMEZABNERT - EMACGES
WEFLRIFARREMBZEDRIER - SEMN+ X - ERBA/WISENR - / 75" = 8ET 21510
RGO, B AT RE XS A Al i B KU SO, VR AT RE 8 15 JF ANIFAYR Y7 UM
ZEHIEE, FREEIU 2 (42) Ko SXHERR I fE i .

This is to enable the disciplinary and complaints committee to discuss, evaluate, and

consider if a further ‘interim measure’ is required to cover the additional time needed to
deal with the complaint.

ERR T ECENEGE RS aTH » SIS RE TR EE PRV RS
R R FT RV ERSNRE R © / X0y i MR UR R B 2 e
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10. INVESTIGATION
e /A
As part of the investigation the registrant will be sent a copy of the complaint made
against them and asked for a response in writing. The complainant will be sent a copy of
the registrants reply so they may comment on its contents if they wish to. The registrant
will also be given a copy of the complainant’s comments. If a copy of the clients or the
registrant’s health records is relevant to the investigation then we will ask permission to
receive a copy of these.

EREEN—ERS - FEMARBUE— Mt E it PIRVIREREIAR - EEREEEE - %5
AR EI—EEMAQENES - UEMMRBEFEHEATRRTH - EMAES
ESRFAERMEIE - IREFMNEIFEMANRETIREFEMEE - BEHM
G EKERELERIARREFD - /R ER 0, EMARECE]— B TR
AIA, JFESRME IR . SR NG — i EM A BRI EAS, DS AR TR S 5 20
HARREFR . FEMNERIRAEIF NI MEIAS . QR 1@ A s i 2
Rl SRAEAMIR, AN R ZRIRAFIZLL R A I VF AT

Case examiners, which consist of the head of the membership committee and operations
manager, will review all the information and evidence relating to the complaint and
decide whether or not to refer the complaint to the disciplinary and complaints
committee board.

XM EEEHSEZEETIRNESKIAN - BEEERFAMWAMARERNE

IR WREREFREFERGLENRGNFEES - / ZMNFERBHS AR RS THEMIZ
EAMMR, ¥ ASBRE R EEAER, e & I RUR A g
BFRAR.

The IFA will write to the complainant to advise them of the decision and reasons.

IFA IR EHRRA - SHMFVREMIES - / IFA BSESFN, SRMbATREM
P,

If the case examiners decide not to refer the complaint to the disciplinary and
complaints committee we will write to the complainant and registrant to inform them
that no further action is being taken.

MRRMGBEERAEFHIRFERRLCENRHFEES - RAIBREHRFANEH
A - SHtPIRERDE—DITE - / WOREMFH & R UE AR ERURE RS g AR R
TRz, BOREELBORAAEMA, &R R — 2173 .
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If the case examiners do decide to refer it to the disciplinary and complaints committee,
we will write to the complainant and registrant confirming this and provide a copy of
the disciplinary procedure.

WMREGFE SHE R GLENRTIRE Y - BT REERTT AN ARE
R WO ERERFEIA o / WUR A & A S R s AR if R i 4, 3K
TR SELEFRAFEM AN, IR R AL P EIA .

11. HOW LONG WILL IT TAKE?
EERESRIE? / E2 22 KIE)?

The IFA will endeavour to consider complaints in a timely manner and update the
complainant and registrant at each stage.

IFA IR BN KREGE R - WESEREEREMRFRATTEMMA o /IFA KT L% &
Br, IR BOEH R AAEM A

Although we do understand that this may be a stressful and frustrating time for you
please respect our Service User Policy in all dealings with IFA employees.

HARMEREERERTREIEIS —EERNML NRERMNEE - BFEHEIFART
NFrERSZPEEHMBIRBAPECR - / BARTATH LB EOR YT R — Mk
JIFNA NIHAL I (8], (HIE7E S IFA 51 LI 28 5 vh o AT 10 ik 2% F - BUK

Each case is individual and delays may be inevitable due to:
BEXRGIEZEAN - ERUTEREA - EEGES A IE R / 5> EHHEANAK,
BT EAUR R, SEIE AT RE AN A g G

» Gathering information from the relevant individuals concerned
WERRARBANEGER / WEA XN AREE
» Difficulty finding dates when individuals are available

EEEACTREEHMBEIEH / 4960 AT AR H

The complainant and registrant will be provided with anticipated timescales of dealing
with complaints and will be informed of any revised timescales as and when
appropriate.

e AFIREM A S E SR RFRIERER - TS EESRBEMNEMETNEE

R o/ IR AMEN KRS U R BOURAE BRI (]38, FR AL 1 2 I S8 AT T A
S

12. CONFIDENTIALITY
RE / R

When investigating a complaint we will need to inform the named registrant involved,
who will receive a copy of the complaint and any responses the complainant makes. The
contact details of the complainant will be removed from any documents we send. All
information shared between the parties involved, must be treated strictly private and
confidential.
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