Complaints Policy
[Your Counselling Service Name]
1. Purpose
We are committed to providing a professional, compassionate, and ethical service. This policy outlines the procedure for handling complaints, ensuring they are addressed fairly, promptly, and respectfully.
2. Scope
This policy applies to all clients, counsellors, employees, and volunteers at [Your Counselling Service Name]. Complaints may relate to counselling sessions, professional conduct, administrative matters, or any aspect of our service.
3. Principles
· Complaints will be treated seriously, confidentially, and with sensitivity.
· Clients have the right to raise concerns without fear of discrimination or retaliation.
· We aim to resolve complaints promptly and professionally.
4. Complaints Procedure
Step 1: Informal Resolution
Clients are encouraged to discuss concerns directly with their counsellor or a staff member where appropriate. Many issues can be resolved informally through open communication.
Step 2: Formal Complaint Submission
If a resolution is not achieved, a formal complaint can be submitted in writing to [Complaints Officer/Designated Contact]. The complaint should include:
· A description of the issue.
· Relevant details, including dates and individuals involved.
· Any desired outcome or resolution.
Step 3: Investigation and Response
· The complaint will be acknowledged within [X] working days.
· A thorough investigation will be conducted.
· A written response, including findings and any proposed actions, will be provided within [X] days.
Step 4: Appeals Process
If the complainant is not satisfied with the resolution, they may request a review by senior management or an independent body (such as BACP or UKCP if applicable).
5. Confidentiality and Record-Keeping
· Complaints will be handled confidentially, in line with our Confidentiality Policy.
· Records of complaints and resolutions will be maintained securely.
6. Contact Information
For complaints or further information, please contact:
[Your Contact Details]

