Sarah Morris Therapy
Complaints Policy

This policy and procedure will inform you of the arrangements that Sarah Morris Therapy have in place to ensure effective investigation and resolution of complaints and how we intend to learn from issues that arise.

Sarah Morris Therapy believes in the effective investigation of complaints and from learning from these and this is a valuable and essential part of continuing to achieve high quality work.

What is a complaint?

Sarah Morris Therapy welcome feedback, comments or suggestions from our clients as we are committed to constantly improving how we work with you.  We accept that at times comments may be critical and hope we create a working relationship with all our clients and service partners that encourages this.  We want to hear your comments and will endeavour to respond in a polite and constructive manner. We understand this would not be considered a complaint unless you indicate it is so.  We will always try to determine whether your suggestions or comments are a complaint to ensure we respond appropriately. 

We recognise that a complaint is an expression of dissatisfaction and can be written or spoken and come from an individual or a group. 

Principles of Sarah Morris Therapy Complaint policy and procedures

We respect that each complaint is important to the individual or organisation making it and will treat all complaints as serious and requiring resolution.  

We aim to resolve all complaints immediately or within set timescales and as straightforwardly as possible. 

We use the following principles:

· Recognise that compliments and complaints are in important part of client feedback.
· The procedure is fair to all people who interact with Sarah Morris Therapy.
· The procedure is accessible to all regardless of age, disability, gender, ethnicity, religious belief or sexual orientation.
· That making a complaint will not harm or interfere with the service you receive.
· Concerns and complaints are dealt with efficiently and are properly investigated.
· That you are always treated with respect and courtesy and are appropriately supported throughout the complaints procedure.
· That you receive a timely and appropriate response and the outcome of the investigation is identified and communicated effectively to you.
· That we will take any necessary or appropriate action regarding the outcome of your complaint.
· We will endeavour to learn from every complaint in order to improve our service to all users.
· If you are unhappy with the result of our response you have the right to appeal.

Our objective is to:

· Listen and acknowledge your concerns.
· Provide you with an explanation 
· Accept shortcomings and apologise where appropriate
· Identify actions and reduce risk or re-occurrence.

How to Raise a Concern (Informal Resolution)
If you are unhappy with any aspect of your therapy, please raise this with me directly in the first instance. Many issues can be resolved quickly through open and honest dialogue.

Formal Complaints Procedure
If your concern cannot be resolved informally, or if the issue is serious, you can make a formal complaint.
· How to submit: Please submit your complaint in writing to SarahMorrisTherapy@protonmail.com 
· What to include: To help investigate effectively, please include:
· Your name and contact details.
· The dates and times of the sessions or events in question.
· A clear description of your concern.
· What you would like to see happen to resolve the issue.

Our Timeline and Process
· Acknowledgement: I will acknowledge receipt of your formal complaint in writing within [3 to 7] working days.
· Investigation: I will investigate your complaint thoroughly. This may involve consulting my clinical supervisor or professional body for guidance.
· Response: I will provide you with a full written response, including the findings of the investigation, within [14 to 30] days. If the investigation will take longer, I will notify you of the delay and the expected completion date. 

Independent Escalation
If you remain unsatisfied with my response, you have the right to escalate your complaint to my registering professional body. You can contact them directly for advice or to initiate their professional conduct procedures: 
https://www.hgi.org.uk/our-registers/raising-concerns/complaints-procedure/

Confidentiality and Record Keeping
All complaints will be handled with the utmost confidentiality. Records of the complaint, the investigation, and any actions taken will be securely stored in accordance with data protection laws ([GDPR] and the [ICO]). 

How to complain
If you have any concerns about my use of your personal information, you can make a complaint to me at SarahMorrisTherapy@protonmail.com. I will send you a written acknowledgement within 30 days, make every effort to resolve the matter within three months and inform you of the outcome. As required by the law, I will keep a record of your complaint for six years.

You can also complain to the ICO if you are unhappy with how I have used your data or if you are not happy with how I have attempted to resolve your complaint. Contact them at:
Information Commissioner’s Office
Wycliffe House
Water Lane
Wilmslow
Cheshire
SK9 5AF
Helpline number: 0303 123 1113
ICO website: https://www.ico.org.uk
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