WPF THERAPY
MAKING A COMPLAINT – GUIDELINES FOR CLIENTS

Introduction 

The aim of this information is to help you to understand our complaints procedure. All complaints are taken seriously by everyone involved in work with clients at WPF Therapy.
What can you complain about?

WPF Therapy works to the BACP (British Association of Counselling and Psychotherapy) Ethical Framework, the FPC (Foundation for Psychotherapy and Counselling) Code of Ethics and Practice and the British Psychoanalytic Council (BPC) Code of Ethics. 

If you consider, that you have valid grounds, you are entitled to make a complaint. 

How to make a complaint 

A. Initial Stage

1. Put your complaint in writing and send it to WPF Therapy, addressed to the Clinical Services Manager and marked confidential. 

2. On receipt of your complaint the Clinical Services Manager will send you a written acknowledgement.

3. The Clinical Services Manager will advise the Director of Clinical Services and the CEO that a complaint has been made. 

4. The Clinical Services Manager will discuss the complaint with the staff concerned. 

5. If the complaint involves professional misconduct, the CEO will convene the WPF Therapy complaints sub-committee within two weeks.

6. The Clinical Services Manager will write to you to let you know the outcome of the above discussions and, if possible, to propose a resolution. You will be asked whether you will accept this resolution of your complaint. 

7. If you are not satisfied and wish to take the complaint further, you should write to the Clinical Services Manager, giving reasons for your decision. The complaint will then proceed to the formal stage.

B. Formal Complaints

A formal complaint about the conduct of a WPF Therapy therapist may be made after the informal procedure under section (A) has been exhausted without the complaint being resolved, or when the complaint concerns serious professional misconduct or any conduct likely to be harmful to a client.

Formal Complaints may be made at any time up to but not exceeding three years from the occurrence which gives rise to the complaint.

1. Your written complaint will be passed by the Clinical Services Manager to the Director of Clinical Services and the CEO.

2. The CEO will convene the WPF Therapy Ethics Committee, normally within two weeks of the receipt of the formal complaint. The Ethics Committee will set up a Complaints Committee which would be a Sub-Committee of WPF Therapy Ethics Committee and its members are drawn from:  The CEO, The Director of Clinical Services, The Heads of Departments within WPF Therapy  and one person external to the organisation. Any member who is personally implicated in the complaint will withdraw.

3. The Complaints Committee will confer as to whether there is a case to answer. If it decides that there is not a case to answer an appeal may be made if there are appropriate grounds to the British Association of Counselling and Psychotherapy (BACP) or to the British Psychoanalytic Council (BPC).

4. The process for answering complaints by the committee must include:

· Receiving details of the complaint in writing and sending a copy of the complaint to the person(s) concerned.

· Meeting the complainant and person(s) complained against separately and/or together to investigate the substance of the complaint. Either party may bring a friend or advisor to any such meeting.

· The process for investigating complaints may also include asking for further details in writing or in person from the complainant, the person(s) complained against, or any other relevant person.

5. When the investigation is complete the Chair of the Committee will let you know in writing what the committee has decided.

6. There is a provision for you to appeal against the decision of the Complaints Committee to the WPF Therapy Council of Management. You will need to do this within one month of receiving their decision. The grounds for appeal are limited to issues related to procedure or to new material explicitly not available during the Complaints’ Committee process.

The cost of the process of hearing the complaint – but not that of presentation by the complainant or the person complained against – will be borne by WPF Therapy  
The priority of aims in answering complaints is to:

· Satisfy any legitimate complaint.

· Ensure that both the complainant(s) and the person(s) complained of are aware of the nature, process and implications of the complaint and receive appropriate support.

· Advise the Senior Management of WPF Therapy on sanctions and/or disciplinary action, if any. This includes the right of reference to a person’s professional body.

· Endeavour to ensure that the situation is not repeated.

· Preserve the good name of WPF Therapy and the good name of the profession.

These aims shall be pursued without respect of persons.

C.   Complaints brought by Third Parties
WPF Therapy does NOT accept or hear complaints brought by third parties. At their discretion, the Clinical Services Manager or the Director of Clinical Services may meet with a third party to discuss the issue.

Service Provision

If you consider that you have not received a satisfactory service from the organisation we ask you to bring it to our attention. Here are our aims for our service provision. If you consider that we have not met any of them to a significant extent, you should let us know.. All your comments are taken seriously and are given careful consideration.

· We aim, as far as possible, to provide therapy services that are 

efficient, confidential, sensitive and appropriate for your needs

· If we are unable to offer a suitable service, we aim to inform you, wherever possible, about other organisations where you may find help

· We aim to provide administrative services which operate to a satisfactory standard

· The information we provide about other services should also be clear and accurate

· Any enquiry or problem should be dealt with by us promptly and efficiently 

· We aim to adhere to our Equal Opportunities policy, to welcome diversity and to make provision as far as possible for all who may benefit to use our services.

We hope that this document is clear, and provides you with the information you need. If it is not, or you need further information, please write to the Clinical Services Manager and the Director of Clinical Services.
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