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Sophia Counselling aims to provide high quality services that meet your needs. We believe we achieve this most of the time, but if we are not getting it right, please let us know. We seek to deal with comments and complaints in a respectful, open, timely and responsible way within the constraints of our resources. This is integral to our commitment to transparency and accountability. In turn, Sophia Counselling asks that  people who make a complaint, communicate their concerns fairly and appropriately. In order to ensure our counselling and psychotherapy service remains at a high and improving standard, we have a procedure through which you can let us know if for any reason you are not satisfied with your dealings with the service. The purpose of the counselling complaints policy is to ensure that anyone who makes a complaint about any aspect of Sophia Counselling services, has their complaint taken seriously. The complaint should be investigated and resolved (where possible) as quickly as possible. Sophia Counselling views complaints as an opportunity to learn and improve for the future, as well as a chance to put things right for the person/s (or organisation) that has made the complaint. 

Objectives
· To provide a fair complaints procedure which is clear and easy to use for anyone wishing to make a complaint
· To publicise the existence of our complaints procedure so that people know how to contact us to make a complaint
· To make sure everyone at Sophia Counselling knows what to do if a complaint is received
· To make sure all complaints are investigated fairly and in a timely way
· To make sure that complaints are, wherever possible, resolved and that relationships are repaired
· To gather information which helps us to improve what we do

Definition of a Complaint
A complaint is any expression of dissatisfaction, whether justified or not, about any aspect of Sophia Counselling  which is under the control of the Board (directors and charity trustees), its employees or contractors – encompassing all our service organisation and provision, including fundraising. 

How To Give Us Feedback
Please address your feedback (comment, compliment or suggestion ) initially to our Manager. You can contact us in whichever way is most convenient to you: by post, phone or email. Receipt of this feedback will be acknowledged and you may be invited to discuss your feedback further. General feedback will be shared anonymously with the Board and therapist group at intervals. 
Please remember to give us your full name and contact telephone number. Please be respectful of others when you give your feedback. We will not respond to feedback that is abusive or offensive.

How To Make A Complaint
In the first instance, any complaint in relation to your counselling sessions should be discussed informally with your counsellor, if possible. It is usually possible to iron out difficulties arising within this relationship or within the counselling process, which can be challenging and bumpy. 
If you wish to make a formal complaint, about any aspect of our service, please contact us in writing by email or letter, addressed to the Manager.  If the complaint is in relation to the Manager, you may prefer to address your complaint to the Board Chairperson. 
To help us investigate and address all complaints, we ask you to provide us with as much information as possible.
· The reason for your complaint
· Where and when what you’re complaining about happened
· The name(s) of anyone involved (if known)
· What outcome you are hoping for
· Your full contact details (name, address, daytime telephone number and/or email)
Procedure for handling complaints
All complaints are recorded in a complaints register which is securely stored.
The Manager will acknowledge the complaint within 10 working days and will give an indication of the time frame required to deal with the complaint and reply, if you have requested a response.  The Chair of the Board of Directors/Trustees will be informed of the complaint and it will be decided who is best placed to investigate the complaint: this may be the Manager, Chair and/or other board members, and other third parties as deemed necessary, and the process may involve further discussion with involved parties and the complainant to establish all relevant facts and to identify recommendations or further actions if needed. 
[bookmark: _GoBack]Most complaints can be expected to be dealt with at local level.  Sophia Counselling reserves the right to refer the matter to the Counsellor’s accrediting body. 

Guiding Principles 
· We aim to respond to and then resolve all complaints within an appropriate timescale.
· We  believes that most complaints, if dealt with early, openly and honestly, can be sorted out at a local level between just the complainant and the organisation.
· We will consult with the complainant/s about what they would like to happen about their complaint.
· We are conscious that all parties should have appropriate support throughout the process.
· We will follow the principles of natural justice when carrying out the investigation and communicating with all parties involved.

Withdrawing a complaint
Complainants may wish to withdraw their complaint at any time. However, Sophia Counselling may need to continue an investigation if the complaint is deemed significant enough and depending on the grounds for withdrawal.

Anonymous complaints
In the event that an anonymous complaint is received, Sophia Counselling will note the issues raised and, where necessary try and resolve them appropriately.  An anonymous complaint may still be referred for investigation.


If the complaint involves a child/young person, it will be investigated and handled in a confidential manner according to the Child Safeguarding Policy which aligns with the Children First National Guidance for the Protection and Welfare of Children 2017.

Confidentiality
All complaint information will be handled sensitively, telling only those who need to know and following any relevant data protection requirements.

Other relevant organisations 
· All our counsellors are bound by the ethical and professional code laid down by their accrediting organisations (either IACP or IAHIP). See www.iacp.ie and www.iahip.ie 
· Counsellors are mandated reporters in relation to child protection concerns and must follow HSE Children First guidelines. See www.hse.ie
· Counsellors and staff are required to adhere to the policies and procedures laid down by Sophia Counselling Centre CLG
· Sophia Counselling Centre CLG is a registered charity and must fulfill certain standards for the Charity Regulator. See www.charitiesregulator.ie							
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