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Accessible quick guide: making a complaint
This simple guide shows the main steps. You can ask someone you trust to support you at any stage.

__lcon | Step | Whattodo

1 Talk If you feel able, tell your therapist what has concerned you. They will
listen and try to resolve the issue with you.

Contact us If you cannot speak to your therapist, or the concern continues,
contact Taylored Psychology by email, telephone, post or in person.

We review We will acknowledge your concern, explain who is reviewing it,
consider the information and keep you updated.

Outcome We will write to you with the outcome, any proposed remedy and
any learning or changes arising from the complaint.

External review | If you remain concerned, you may contact the relevant professional
or regulatory body. For concerns about personal data, you may
contact the ICO.
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1. How to raise a concern

Taylored Psychology aims to provide a high-quality service which clients and referrers can have
confidence in. We want to learn from experience and from feedback that clients give us. This is why
we routinely ask clients to complete a feedback questionnaire at the end of their contact with us.
This enables all our clients to voice both compliments and concerns, so we can listen and act to
make our service the best it can be.

Taylored Psychology Limited is committed to providing a safe and respectful working
environment for its employees, consultants, other workers and clients. Sexual harassment,
discrimination, abusive behaviour, threats and other inappropriate conduct towards any
member or client of the Practice will not be tolerated. Where such behaviour occurs,
Taylored Psychology Limited will take action as appropriate. Our whistleblowing and sexual
harassment policies are available on request. O

Stage 1: Discussion with your therapist
We are keen to receive constructive feedback so we welcome receiving both compliments and
concerns.

If you have concerns or compliments about the service you have received we encourage you to
communicate these directly to the therapist you have been seeing. Wherever possible, the therapist
will discuss your concerns with you with the aim of understanding and resolving the issue
concerned.

Stage 2: Informal process

If you feel unable to raise your concern with your therapist, or if your concern still persists after
speaking to your therapist, or the complaint is with regards to another aspect of our service, you can
contact us with a brief descriptor of your main concern and the Taylored Psychology people
involved.

Please address concerns to our Company Director, Dr Emma Taylor. You can ask to speak to her
directly or raise your concern by email, telephone or post.
Email: info@taylored-psychology.co.uk

Telephone: 0114 250 9256

Post:

FAO Dr Emma Taylor

Company Director

Taylored Psychology Ltd

362 Sharrow Lane

Sheffield

S11 8AU

Website: https://taylored-psychology.co.uk/

If the concern relates to Dr Taylor, or you feel unable to raise it with her, please address it to the
Associate Clinical Director using info@taylored-psychology.co.uk, telephone 0114 250 9256, or the

postal address above.
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What happens next

We will acknowledge receipt of your concern and name a clinician who will be dealing with your
complaint within 48 hours wherever possible. We will keep you informed of time scales during the
process.

The clinician dealing with your concern will communicate it to your therapist and ask them to
respond in writing. Whichever clinician is dealing with your complaint will also look at your clinical
notes and may also arrange to meet with you. This person will consider your concern and the
therapist’s response, and decide whether your concern is upheld or might be resolved and if so,
what steps should be taken to address it. They may seek advice from our Professional Bodies or a
clinical supervisor whilst keeping your name anonymous. They may need to refer a complaint on to
a professional regulatory body for investigation if appropriate. You would be informed of this, and it
may not be possible to keep your complaint anonymous in these circumstances. The outcome of
our internal investigation, and suggested remedies if appropriate, will be conveyed to you in writing.
This will include any learning points for Taylored Psychology and the therapist.

We are aware that these situations are stressful and aim to deal with them promptly. We expect to
complete this informal process of investigation within 15 working days of receiving the concern,
subject to the availability of the people concerned.

As a company, we keep a record of all concerns and actions taken to remedy these. Therapists
discuss concerns and complaints in their own supervision. Concern logs are reviewed by the
company and remedial action taken where necessary.

Stage 3: External review

If after this process, you remain concerned or if you prefer to have an external Professional Body
look at your concern, you can contact one or more of your therapist’s associations. The addresses
are:

Health and Care Professions Council (HCPC)
If your complaint concerns the fitness to practise of an HCPC-registered professional, you can use
the HCPC’s online concerns process:

https://www.hcpc-uk.org/concerns/raising-concerns/

If you cannot use the online form or need help, telephone the Fitness to Practise Department on 020
7840 9814.

Postal address:

Health and Care Professions Council
184-186 Kennington Park Road
London

SE11 4BU
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Nursing and Midwifery Council (NMC)
If your complaint concerns a nurse, midwife or nursing associate and suggests an ongoing risk to
public safety, public confidence or professional standards, you can use the NMC’s online process:

Raise a concern about a nurse, midwife or nursing associate

Referrals helpline: 020 3307 6802
Main telephone: 020 7333 9333

Postal address:

Nursing and Midwifery Council
23 Portland Place

London

W1B 1PZ

Further contact information is available at:

NMC contact details

British Psychological Society (BPS)

The appropriate complaints route depends on whether the concern relates to a BPS member, a
person on the Wider Psychological Workforce Register, or a BPS service or product. Please check the
current guidance before submitting a complaint:

https://www.bps.org.uk/submitting-complaint
For general enquiries, telephone 0116 254 9568 or use the contact options at:

https://www.bps.org.uk/contact-us

British Association for Counselling and Psychotherapy (BACP)
If your complaint concerns a BACP member, first check that the therapist is a member and review
BACP’s current guidance:

https://www.bacp.co.uk/about-us/protecting-the-public/professional-conduct/how-to-complain-
about-a-bacp-member/

For further information, email professional_conduct@bacp.co.uk.

If you need guidance about concerns regarding counselling or therapy, BACP’s “Get help with
counselling concerns” service can explain the available options.

Telephone: 01455 883300
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https://www.nmc.org.uk/concerns-nurses-midwives/raise-a-concern/
https://www.nmc.org.uk/contact-us/

National Counselling and Psychotherapy Society (NCPS)

If your complaint concerns an NCPS member, you are encouraged to try to resolve the concern
directly with the member first where appropriate. If the matter cannot be resolved, you can use the
NCPS complaints process:

NCPS complaints and concerns procedure

Email: conduct@ncps.com

Telephone: 01903 213683

Post:

Professional Conduct Department

National Counselling and Psychotherapy Society
19 Grafton Road

Worthing

BN11 1QT

Association for Cognitive Analytic Therapy (ACAT)
If your complaint concerns an ACAT member, please check the current complaints and ethics
information on ACAT’s website before submitting it:

https://www.acat.me.uk/
2. Vexatious complaints

Generally most complaints will be dealt with adhering to this policy. However, occasionally services
receive complaints that are unreasonable, repetitive and/or abusive. These type of complaints are
unhelpful to clients, because they place them at risk of distress or unwanted consequences, and to
services and professionals. Unreasonably persistent complaints are defined as “those who, because
of the frequency or nature of their contact with an authority, hinder the authority’s consideration of
their or other people’s complaints”.

Vexatious complaints will be dealt with by deciding if the complaint is:
e likely to cause unjustified distress or disruption to a Taylored Psychology associate
e abusive
e oObsessive
e lacking serious purpose or value
e intended to cause distress or disruption

To decide whether the complainant is unreasonable we take into account the context of the
complaint and the history of the complainant. We will ensure that supervision is sought in
making this decision. Thus, we will consider:
e previous complaints made by the complainant, if they are repetitive and lack value
e whether information being requested has already been given
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https://ncps.com/complaints/complaints-concerns-procedure

e whether the time and cost of processing the complaint poses a disproportionate
burden to Taylored Psychology

Taylored Psychology recognises that distress or frustration can lead to forceful complainant
behaviour. We will listen to the essence of the complaint and make reasonable allowances for
behaviour by the complainant, but will not tolerate harassing, aggressive, threatening or violent
behaviour (written, verbal or physical), which if appropriate will be reported to the police or other
relevant authorities. Making unfair inflammatory statements about the service or an employee is
also considered as abusive behaviour. Any of this type of behaviour will be considered in deciding if
your complaint is vexatious.

If it is decided that your complaint is vexatious it will be noted but not processed. The complainant
will be notified in writing regarding this and our reasoning behind the decision.

3. Complaints about the handling of personal data

If you are concerned about the way Taylored Psychology or your treating clinician has collected,
used, stored, shared, protected, retained or disclosed your personal information, you can make a
data protection complaint.

You may complain by email, telephone, post or in person:

Email: info@taylored-psychology.co.uk
Telephone: 0114 250 9256

Post:

FAO Data Protection Complaint
Taylored Psychology Ltd

362 Sharrow Lane

Sheffield

S11 8AU

Please provide, where possible:

e your name and preferred contact details;

e aclear description of your concern;

e relevant dates and circumstances;

e copies of any relevant correspondence or documents; and
e the outcome you would like us to consider.

We will identify whether Taylored Psychology or the treating clinician is the relevant data controller.
We will acknowledge your complaint within 30 calendar days, make appropriate enquiries without
undue delay, keep you informed where the investigation is ongoing, and provide you with the
outcome in writing.

Making a data protection complaint will not affect the standard of care or service you receive.
Information about the complaint will be handled confidentially and shared only where reasonably
necessary to investigate, respond, meet legal obligations or manage risk.
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If you remain dissatisfied, you have the right to complain to the Information Commissioner’s Office
(ICO). You can use the ICO’s online complaints service:

https://ico.org.uk/make-a-complaint/

ICO helpline: 0303 123 1113
Opening hours: Monday to Friday, 9am to 5pm, excluding bank holidays.
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