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Introduction
TLC: Talk, Listen, Change strives to provide the best service possible for our service
users and an excellent experience for our stakeholders, during all their interactions
with us. We recognise, however, that there may be times where an individual may
feel that their expectations have not been met. When this happens, we want to listen
and work with those involved to reach a resolution.
Individuals may want to raise concerns about a broad range of issues including but
not limited to:


the quality and standard of our services



the quality of our facilities



treatment by or attitude of a staff member, student or volunteer



inappropriate behaviour by a staff member, student or volunteer

Aims
This policy aims to:


Support our intention that all individuals receive a professional and highquality service from us



Provide an approach to complaint handling that resolves the complaint
satisfactorily as quickly as possible and avoids unnecessary escalation



Provide a fair, transparent procedure for dealing with complaints that ensures
individuals feel that their feedback has been heard, understood and acted
upon

Who this policy applies to?
This policy applies to Clients and Volunteers who wish to make a complaint and
should be used in conjunction with the complaints procedure.

Confidentiality
It is essential for everyone involved that complaints are treated in confidence. Details
of a complaint will be handled on a need to know basis and complaints will be
confidential to those who are directly involved in the complaint and to those formally
involved in receiving, handling, investigating and reporting on the complaint. When a
member of staff is the subject of a complaint, wider details will only be shared with
the relevant members of staff which may include their line manager and supervisor
(if relevant) and the relevant Head of Service. Any discussion of a complaint by any
person who is not formally involved with it and its resolution may result in disciplinary
action against them.
We will not share details of complaints with anyone outside of TLC: Talk, Listen,
Change unless:


We believe that someone is likely to be put significantly at risk by matters
referred to in the complaint;



There is a need to appoint an outside representative to investigate or advise
on an aspect of the complaint or an appeal; and



There is a need to refer the outcome of a complaint to an appropriate
professional body.

Who can make a complaint?
Anyone who receives a service from TLC: Talk, Listen, Change or has any kind of
interaction with the organisation, it’s staff or volunteers may make a complaint.
Complaints will fall into three main headings:


Informal Complaints



Stage One Complaint



Stage Two Complaint

Informal and formal complaints can be made verbally or in writing. We may ask
someone to write a statement outlining the details of the complaint to effectively
investigate it. Wherever possible all complaints should be submitted directly by the
individual making the complaint.
TLC: Talk, Listen, Change will not investigate a complaint from people acting on
behalf of an individual or other stakeholder, (for example relatives, friends, solicitors,
councillors or MPs) unless there is clear written consent given by the appropriate
individual to third party representation.

Informal complaints
When we receive a complaint, we will try to resolve the matter informally through
discussion and negotiation where possible. We will respond to all complaints within
10 working days, where this is not possible, we will notify the complainant, and
advise them of the reason for the delay and when we expect to provide a full
response. Where the complainant is not satisfied with the informal response or the
issue is not resolved, the complainant may proceed to make a formal complaint.

Stage One formal complaints
Where the complaint cannot be resolved informally it then becomes a Stage One
Complaint. This will be addressed by a TLC Manager. A decision must be made
whether the complaint is related to a staff member or not. If it is related to a staff
member it must be escalated to a stage two complaint.

Stage Two complaints
Where the complaint cannot be resolved as it is against a member of staff or a
complainant appeals a stage one decision, it then becomes a Stage Two Complaint.
This will be addressed by a TLC Head of Service or the Director of Services if the
complaint is about a Head of Service. A Stage Two complaint must be made within
10 working days of the Stage One complaint response.

Appeals process

Individuals will be able to make an appeal up to ten working days after the formal
complaints process has ended. In a Stage One complaint this would escalate it to
Stage Two. If it is already a Stage Two, then the individual can still appeal if one or
more of the following criteria apply:



The complainant can provide new evidence that has not been considered
If they feel they have been misrepresented in some way

Complaints Conclusion
It is important at TLC: Talk, Listen, Change that all complaints are recorded for
evaluation purposes to ensure we are always learning. If a Complainant is not
satisfied with our investigation process or conclusion, they should be informed of the
right to appeal using one of the two appeal criteria or they can contact the official
body related to the service they engaged with listed below:
For Counselling Services:
British Association for Counselling and Psychotherapy
BACP House
15 St John's Business Park
Lutterworth
Leicestershire LE17 4HB
Email: bacp@bacp.co.uk
Tel: 01455 883300

For Domestic Abuse Services:
Respect
Development House
56-64 Leonard Street
London EC2A 4LT
Phone: 020 7549 0578

Family Mediation Services:
Prior to referral to the FMA the case must be referred to an external
complaints’ consultant. Details of the external complaints’ consultant to be
included in the Appeals Letter.
Family Mediators Association (FMA)
Scottish Enterprise Technology Park
Nasmyth Building – 2nd Floor
60 Nasmyth Avenue
East Kilbride G75 0QR
Phone: 01355244594

