COMPLAINTS - GUIDELINES for CLIENTS

Jakin seeks to offer the best possible service to all our clients;
However, should you be unhappy with the service provided, you should
follow the procedure below:

INFORMAL Complaint
If you wish to voice a complaint, the counsellor will make a careful note
of the actual words of the complaint, together with your name and phone
number and pass this without delay to the Counselling Coordinator.

Within two days, the Counselling Coordinator will respond verbally to
your complaint and also inform the counsellor complained against. To
ensure our counsellors give a caring professional service, any issues that
have arisen will be addressed.

If this does not resolve the issue, you will be asked if you want to make a

FORMAL Complaint
If you wish to make a formal complaint you will be asked to put your
complaint in writing addressed to:
The Chair of Trustees, Jakin Pregnancy Care and Counselling,
c/o The Kings Centre, 56 Bullhead Street, WIGSTON, LE18 1PA
A written complaint should include the following:
Your name and contact details - address (and phone number)
Date of alleged breach
The name of the counsellor involved and our organisation
Place where alleged breach occurred
Whether you have signed a contract with the counsellor
Outline of complaint signed and dated
You should keep a copy of the letter
Any written complaint will be acknowledged within two days or receipt
and responded to within two weeks.

Because we want to give the best possible service, we are very sorry if we
have given you cause to complain. However, we are grateful that you have
let us know where you feel we have fallen short. We will take steps to
improve our service as a result of your informal or formal feedback.

If you have explained to us that you are not happy with how we have dealt with
your complaint but you feel dissatisfied with our response to your feedback,
you may contact: the British Association for Counselling and Psychotherapy,
BACP House, 15 St Johns Business Park, LUTTERWORTH, LE17 4HB
Email: bacp@bacp.co.uk  Call: 01455 883300
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What you need o know
about our Service

What to expect from counselling
Information about your privacy
How records are kept

How to make a complaint



What to expect

Everybody has different ways of coping. You may be experiencing stress,
fear, disappointment, isolation or grief. Counselling can provide a positive
way for you to explore and understand your feelings and emotions in a safe
and confidential environment.

At Jakin you are given an initial appointment with our coordinator where you
can discuss what you are experiencing, how it affects you, and what your
needs are. She will match you with a counsellor with appropriate training and
experience.

From then on you will work with the same counsellor so that you don’t need
to keep explaining yourself. Your sessions are face to face, or by telephone or
video cal for an hour each time and you will talk together weekly, fortnightly
or whatever works best for you and your counsellor.

We want to give you the very best service. If you are unhappy about
anything then please discuss this with your counsellor or, if that’s not
appropriate, ring our coordinator on the main Jakin number - 07599 397 938
Our complaints policy is included on the last page of this leaflet.

Confidentiality is one of the most important aspects of our service and we
take great care to keep all personal information safe. Our privacy and record
keeping policy is on the next page.

Jakin is an established charity who for many years have been offering free
counselling because we want to be available to everyone but if you are in a

position to give a donation - that would be most appreciated as we rely on
donations to run our service.

Jakin Pregnancy Care and Counselling. CIO no. 1181151 tel: 07599 397 938
https://www.jakin-counselling.co.uk email: support@jakin-counselling.co.uk

PRIVACY POLICY including RECORD KEEPING

Confidentiality

Counsellors respect your right to privacy and offer a confidential service. Only
in certain rare circumstances will any personal information about you be
passed to anyone outside our agency.

These circumstances are where:
e you have given your permission for the counsellor to disclose information
to a specific person or agency
e you, or the counsellor, or someone else is in serious danger
e the counsellor would be liable to civil or criminal proceedings if the
information were not disclosed

The counsellor will normally encourage you to personally pass on information
to the relevant person or agency. If there is no indication that this has
happened or is likely to happen, or if the crisis or danger is significantly acute,
the counsellor may pass on the information directly. Consent to disclose
information will be sought from you if possible.

Record keeping

A record of your appointments with the counsellor is kept in a secure locked
filing cabinet. These records are kept for five years and then destroyed.
Under the Data Protection Act you have the right to see all notes and records
that are kept about you. If your file includes a letter or additional information
from another service, e.g. your doctor, consent from this person needs to be
obtained before the contents of the correspondence is disclosed because
data protection is also granted to third parties. If you wish to see your file,
please speak to your counsellor. In most cases some notice is required.

Professional Standards

Counsellors at Jakin adhere to the British Association for Counselling and
Psychotherapy (BACP) Ethical Framework for Good Practice in Counselling
and Psychotherapy. A copy of this is available on our website and at
www.bacp.co.uk/ethical framework.

In line with this Ethical Framework counsellors receive supervision from a
supervisor. In this process your identity is protected.

Evaluation and Feedback

For the purpose of developing best practice in the Counselling Service you
will be invited to complete an evaluation form when you finish counselling
and your honest feedback is greatly appreciated and helps us continually
evaluate and improve our service.
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