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1. Our Commitment
At Abingdon Counselling, we are committed to providing a professional, ethical and respectful counselling service.
We recognise that occasionally clients may have concerns about the service they receive. We welcome feedback and take all complaints seriously, treating them fairly, sensitively and without judgement.
Making a complaint will not result in unfair or discriminatory treatment.
2. What Can I Complain About?
You may raise concerns about any aspect of our counselling service, including:
· The standard or quality of counselling provided.
· Professional conduct or behaviour.
· Confidentiality and the handling of personal information.
· Communication, appointments or administrative arrangements.
· Fees, cancellations or contractual matters.
· Any experience where you feel professional or ethical standards have not been met.
You do not need to know whether a professional standard has been breached to raise a concern.
3. How to Make a Complaint
Step 1: Informal Resolution
Where you feel comfortable doing so, we encourage you to raise your concern directly with your counsellor.
Many concerns can be resolved through an open discussion, clarification or an agreed course of action.
However, you are under no obligation to discuss a complaint informally before making a formal complaint.
Step 2: Formal Complaint
If you would prefer to make a formal complaint, please contact us in writing using the contact details provided on our website:
www.abingdoncounselling.org
It would be helpful to include:
· Your name and preferred contact details.
· A description of your concern.
· Relevant dates or circumstances.
· What you would consider a satisfactory resolution.
You may ask someone to support you in making a complaint.
Where possible, a complaint will be reviewed by a practitioner who is not the subject of the complaint, while maintaining appropriate confidentiality and professional boundaries.
4. How Your Complaint Will Be Handled
We aim to manage complaints promptly, fairly and transparently.
· Acknowledgement: We will normally acknowledge your complaint within five working days.
· Review: We will consider the issues raised and, where appropriate, review relevant records, professional guidance and contractual arrangements.
· Professional consultation: We may seek confidential guidance from clinical supervision, our professional indemnity insurer or relevant professional bodies, where appropriate and lawful.
· Response: We aim to provide a written response within 28 calendar days of receiving your complaint.
· Delays: Where further time is reasonably required, we will explain the reason and provide an updated timescale.
Our response will explain our understanding of the complaint, any findings and any action proposed.
Possible outcomes may include clarification, an apology, changes to practice or another proportionate resolution.
5. Independent Complaints
Our counsellors are expected to work in accordance with their relevant professional ethical frameworks and standards.
Where your counsellor is a member of the British Association for Counselling and Psychotherapy (BACP), you may contact BACP directly if your complaint concerns professional conduct or ethical practice.
You do not have to complete our internal complaints procedure before approaching BACP.
British Association for Counselling and Psychotherapy
Website: www.bacp.co.uk
Information about raising concerns is available through BACP's professional conduct and complaints procedures.
BACP determines which complaints fall within its remit and whether they meet its acceptance criteria.
6. Confidentiality and Data Protection
Complaints will be handled sensitively, and information will only be shared where there is an appropriate lawful basis and a legitimate need to do so.
Relevant information may need to be disclosed to professional advisers, insurers, regulatory bodies or other authorised parties.
Any personal information processed in connection with a complaint will be managed in accordance with applicable data protection legislation and the Abingdon Counselling Privacy Policy.
If your complaint specifically concerns the handling of your personal data, you also have the right to raise a concern with the Information Commissioner's Office (ICO).
Website: www.ico.org.uk
7. Complaints During Ongoing Counselling
If you are currently receiving counselling, you are welcome to raise concerns at any stage.
Where appropriate, we can discuss whether counselling should continue while the complaint is being considered.
Any decision will take account of your wellbeing, therapeutic boundaries and professional responsibilities.
You remain free to end counselling in accordance with your agreed contract.
8. Learning From Complaints
Complaints provide an opportunity to reflect on professional practice and improve the service we offer.
Where appropriate, we will consider whether changes to policies, procedures or working practices are needed.
9. Policy Review
This policy will be reviewed annually or sooner where changes to professional guidance, legislation or practice make this necessary.
Professional, ethical and confidential counselling services.
