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1. Purpose
This policy sets out how complaints, concerns, or feedback will be managed within the service. It ensures that all clients, parents, carers, and professionals have a clear process to raise concerns, and that these are handled respectfully, fairly, and in a timely manner. The service views complaints and feedback as opportunities for learning, reflection, and continuous improvement in practice.
2. Policy Statement
This service is committed to providing a high standard of therapeutic and professional practice. If anyone feels dissatisfied with the service received, their views will be listened to carefully and taken seriously. All complaints will be addressed openly and without discrimination, and individuals will not be disadvantaged for raising a concern. Wherever possible, the aim is to resolve issues informally through discussion, reflection, and restorative dialogue.
3. Aims
• To ensure all complaints are taken seriously and handled fairly, sensitively, and confidentially.
• To resolve concerns quickly and at the lowest possible level.
• To ensure clients and professionals know how to raise concerns.
• To promote accountability and continuous service improvement.
• To comply with professional and legal requirements, including Social Work England’s and the HCPC’s standards.
4. Definition of a Complaint
A complaint is any expression of dissatisfaction about the service provided, whether made verbally or in writing, which requires a response. Complaints may relate to (but are not limited to):
• The quality or outcome of therapeutic work.
• Communication or professional conduct.
• Delays, confidentiality, or record-keeping concerns.
• Administrative or financial processes.

Feedback or queries that can be resolved immediately without formal escalation will not usually be logged as formal complaints.
5. Principles of Practice
• Respect: All complaints are handled with courtesy and respect.
• Fairness: The complainant’s views are listened to impartially.
• Confidentiality: Complaints are managed in accordance with the Data Protection Act 2018 and UK GDPR.
• Transparency: Processes and outcomes are clearly explained.
• Learning: Complaints inform reflective supervision and ongoing improvement.
6. Complaints Procedure
Stage 1: Informal Resolution
Where possible, concerns should first be discussed directly with Hayley Jones (the practitioner). Every effort will be made to resolve the matter informally through open discussion and reflection. A record of the discussion and any agreed action will be made. If the issue cannot be resolved informally or the complainant is not satisfied, they may proceed to Stage 2.

Stage 2: Formal Complaint
Complaints should be submitted in writing (by email) to: Hayley Jones– Independent Therapeutic Practitioner hayleyjones@hjtruamasupport.com. A written acknowledgement will be provided within 5 working days. The complaint will be investigated within 20 working days, and a written response will be provided outlining findings and any actions taken. Where additional time is needed, the complainant will be informed of the revised timescale.

Stage 3: External Escalation
If the complainant remains dissatisfied with the outcome, they may contact one of the following bodies depending on the nature of the complaint:
• Social Work England (for concerns relating to professional conduct): www.socialworkengland.org.uk
• Local Authority or Referring Agency (if therapy is commissioned via an organisation).
7. Timescales
• Acknowledgement: within 5 working days
• Response: within 20 working days (unless otherwise agreed)
• Review (if applicable): within 10 working days of the outcome being issued

All complaints will be logged and reviewed to identify patterns or learning points.

8. Recording and Confidentiality
• Records of complaints are maintained securely and confidentially.
• Only individuals directly involved in the investigation will have access to complaint details.
• Complaints information may be anonymised and discussed within supervision for reflective learning.
9. Learning and Improvement
All complaints and feedback are reviewed regularly to identify learning themes and inform service development. Changes to practice, documentation, or communication will be made where appropriate to enhance service quality and client experience.
10. Review
This policy will be reviewed annually or earlier if changes in legislation, feedback, or practice guidance require an update.
Contact
Hayley Jones BA (Hons), MASW
Registered Social Worker
Independent Therapeutic Practitioner
Email: hayleyjones@hjtruamasupport.com
Appendix A: Complaints Summary (for Clients and Families)
If you are unhappy or worried about any part of the service, please tell me. I will always listen and do my best to make things right.

You can:
• Speak to me directly during or after a session.
• Email or write to me if you prefer.
• Ask your social worker or another trusted adult to help you contact me.

If you’re still unhappy after we’ve talked, you can contact:
• Social Work England – for professional concerns
• Your Local Authority or Referring Agency – for funded work

Your voice matters — and your feedback helps make this service better for everyone.
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