Hounslow Youth Counselling Service

78 St John’s Road, Isleworth, Middlesex TW7 6RU

Registered Charity No: 296333

RAISING A CONCERN/COMPLAINT PROCEDURE

HYCS is committed to providing a professional counselling service to young people. We listen and respond to the views of young people so that we can continue to improve our service.  If you are dissatisfied with the service you have received at Hounslow Youth Counselling Service, we would like to know and to have the opportunity to address your concerns.  We would ask you to follow procedure.

FIRST STAGE

· In the first instance we would like you to explain your concern/complaint informally to a counsellor or other member of staff.  They will take your concerns seriously, and respond to your concern/complaint. 

If you are not satisfied with this response: 
NEXT STAGE

· Please write or email with your concern/complaint to: The HYCS Service Manager, at the address above or email: admin@hycscounselling.co.uk 
· Your complaint will be acknowledged within 7 working days from the date it is received in writing. 
· The Service Manager will take your concerns seriously and will consider the action to be taken, depending on the nature of your concern/complaint.

· A meeting with you may be arranged to discuss your concern/complaint.  

· The Service Manager will respond to you in writing within 14 working days from the receipt of your complaint. 

· They will inform you of their decision and what actions will be taken.  

If you are not satisfied with the response to your complaint: 
LAST STAGE

· Please outline the reasons for your dissatisfaction within 7 working days from receiving the decision and send by letter, or email to the Chair of HYCS Management Committee, at the above address, or Email:  admin@hycscounselling.co.uk
· A panel will be convened to consider your dissatisfaction.  The panel will normally consist of 3 members, the Chair of the Management Committee; a trustee; and a third person who has no previous involvement in the complaint.

Members of the Panel will:

· Investigate the nature of the complaint.

· Speak to individuals concerned.

· Make a final decision.

· Notify you of the decision within 28 working days of receiving your letter or email.

The decision of the panel will be final.

This complaints procedure does not affect your statutory rights in law.
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