CLEAR MIND THERAPY LTD
COMPLAINTS PROCEDURE

1. Purpose & Scope
This policy outlines how clients can raise concerns about the therapeutic service provided by Clear Mind Therapy Ltd. Our goal is to resolve issues fairly, quickly, and confidentially. This procedure complies with the Ethical Framework of the British Association for Counselling and Psychotherapy (BACP).

2. Informal Resolution
We encourage you to first discuss any concerns or discomfort directly with your counsellor. An ethical therapist welcomes this conversation. We will attempt to resolve misunderstandings openly without a formal process.

3. Making a Formal Complaint
If the issue cannot be resolved informally, you can submit a formal complaint.
• How to submit: Send your complaint in writing via email or letter to the Director of Clear Mind Therapy Ltd at contact@carolinenorman.co.uk
• What to include:
  - Your name and contact details.
  - A clear description of the issue or incident.
  - The date(s) the incident occurred.
  - How you would like to see the issue resolved.

4. Timeline & Investigation Process
We manage all formal complaints according to the following timeline:
• Acknowledgement: We will acknowledge receipt of your complaint within 5 working days.
• Investigation: As a limited company operated by a sole practitioner, the Director will review your feedback objectively. To ensure impartiality and ethical compliance, the complaint may be reviewed alongside our Clinical Supervisor.
• Outcome: A formal written response from Clear Mind Therapy Ltd will be sent to you within 20 working days. It will outline the findings and any proposed remedies. 

5. Escalation to the BACP
If you are dissatisfied with our internal outcome, or if the nature of your complaint is too serious for internal resolution, you have the right to escalate the matter. You can contact the BACP directly:
• Website: www.bacp.co.uk/complaints
• Phone: 01455 883300
• Address: BACP House, 15 St John's Business Park, Lutterworth, Leicestershire, LE17 4HB.

6. Confidentiality & Record Keeping
All complaints are handled with strict confidentiality. Details of the complaint will be kept securely and separate from your clinical notes. Information is only shared with relevant parties, such as the company's clinical supervisor or professional indemnity insurer, if strictly necessary.
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