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1. Policy Statement
The Matthew Hackney Foundation is committed to providing a high-quality, safe and professional counselling service.
We recognise that concerns or complaints may arise and view these as an opportunity to improve our services.
This policy sets out how complaints about our service are managed in a fair, transparent and timely manner.
We want everyone who uses our service to feel heard and respected.
If something hasn’t gone well, you have the right to tell us. We will take your concerns seriously and do our best to resolve them fairly and quickly.


2. Scope
This policy applies to complaints made by:
· Children and young people
· Parents or carers
· Schools and partner organisations
· Any individual receiving or interacting with our services
This policy covers complaints relating to:
· The delivery or coordination of the counselling service
· The conduct or professionalism of counsellors working with the Foundation
· Communication or administrative issues

3. What is Not Covered by This Policy
This policy does not apply to:
Safeguarding Concerns
Any concern relating to the safety or welfare of a child or vulnerable adult must be reported immediately in line with the organisation’s Safeguarding Policy. Safeguarding concerns take priority over the complaints process.
Clinical Decisions
Counsellors are self-employed practitioners responsible for their own clinical judgement and practice.
Where a complaint relates solely to a counsellor’s clinical approach, it may be more appropriate to raise the matter with the counsellor directly or their professional body, such as British Association for Counselling and Psychotherapy.

4. How to Make a Complaint
Complaints should be made as soon as possible after the issue arises.
Complaints can be submitted:
· By email: info@thematthewhackneyfoundation.co.uk
· Via the school (who may pass the concern to the Foundation)
Where appropriate, support can be provided to help young people raise concerns.
Complaints are overseen by a senior member of the Foundation.

5. Complaints Process
Stage 1 – Informal Resolution
Where appropriate, concerns should first be raised informally with:
· The counsellor, or
· The Foundation
Many issues can be resolved quickly through discussion and clarification.

Stage 2 – Formal Complaint
If the issue is not resolved informally, a formal complaint should be submitted in writing.
The Foundation will:
· Acknowledge the complaint within 5 working days
· Review the information provided
· Speak to relevant parties where appropriate
· Provide a written response within 15 working days (or explain if more time is required)

Stage 3 – Escalation
If the complainant is not satisfied with the outcome, they may request a review of the decision.
Where appropriate, complaints relating to professional conduct may be referred to the counsellor’s professional body (e.g. BACP).

6. Outcomes
Following investigation, outcomes may include:
· Clarification or explanation
· Informal or formal feedback to the counsellor
· Changes to service delivery or processes
· Removal of a counsellor from the service (where appropriate)
· Referral to a professional or regulatory body

7. Roles and Responsibilities
The Foundation is responsible for:
· Managing and responding to complaints about the service
· Ensuring concerns are handled fairly and appropriately
· Taking action where standards are not met
Counsellors are responsible for:
· Maintaining professional standards
· Cooperating with any complaint investigation
· Addressing concerns within their professional scope

8. Confidentiality
All complaints will be handled sensitively and confidentially.
Information will only be shared with those directly involved in investigating or resolving the complaint.

9. Record Keeping
A record of complaints will be maintained by the Foundation, including:
· Nature of the complaint
· Actions taken
· Outcome
This information will be used to monitor service quality and identify improvements.

10. Learning and Improvement
The Foundation is committed to learning from complaints and will:
· Review trends or recurring issues
· Update policies and procedures where necessary
· Improve service delivery

11. Monitoring and Review
This policy will be reviewed annually or sooner if required.
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