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COMPLAINTS PROCEDURE 
 
OUR APPROACH 
Sporting Chance Clinic tries to work in a way which is open, positive and inclusive. We therefore 
welcome comments and suggestions from service users and their representatives, friends and 
relatives. Positive comments help us to identify where we are doing well and to build on that success. 
However, we can also learn from comments which are critical of the home or the staff. We undertake 
to look into negative comments or complaints, as quickly as possible and to provide a response which 
we hope will satisfy the person who has complained. 
 
DEALING WITH COMPLAINTS INFORMALLY 
Anyone who feels dissatisfied with any aspect of their stay at Sporting Chance Clinic or the service 
they received through the Network of Counsellors and Psychotherapists should, if possible, raise the 
matter in the first instance with a responsible member of staff. It may be that the staff member can 
take immediate action to respond to the point and if necessary, apologise. If the complaint is about 
the behaviour of a particular member of staff, and the complainant feels uncomfortable about raising it 
with them directly, the complaint should be made to someone more senior (in most cases this will be 
the Registered Manager or CEO). 
Any staff member receiving a complaint about themselves or a colleague will try to sort out the matter 
as quickly as possible. 
 
MAKING A FORMAL COMPLAINT 
If anyone who is dissatisfied with any aspect of their stay at Sporting Chance Clinic or the service they 
received through the Network of Counsellors and Psychotherapists feels that when they raised the 
matter informally it was not dealt with to their satisfaction, or the matter is too serious to be handled 
informally, or they feel uncomfortable about dealing with the matter on an informal basis, they should 
inform the Registered Manager or CEO that they wish to make a formal complaint. The Registered 
Manager or CEO will then make arrangements to handle the complaint personally or will nominate 
another senior person for this task. The person who is handling the complaint will then interview the 
complainant and will either set down the details in writing or provide the complainant with a form for 
them to fill in themselves. 
 
RECORDING AND INVESTIGATING A COMPLAINT 
The written record of a complaint, whether it is completed by the person handling the complaint or by 
the complainant themselves, must be signed by the complainant. The complainant will be provided 
with a copy of this completed statement, together with a written acknowledgement that the complaint 
is being processed, outlining the timescale for responding, explaining that the complainant has the 
right at any stage to pursue the matter with the CQC, and giving details of how the CQC can be 
contacted. 
The person handling the complaint will then investigate the matter, interviewing any appropriate staff. 
If it is necessary to interview other service users or anyone else, the complainant’s permission will be 
sought. Complaints will be dealt with confidentially and only those who have a need to know will be 
informed about the complaint or the investigation. 
The investigation will be completed within 28 days unless there are exceptional circumstances, which 
will be explained to the complainant. 
The person investigating the complaint will report back to the complainant, as soon as possible, 
explaining what they have found and providing them with a written copy of their report. 
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ACTION FOLLOWING AN INVESTIGATION INTO A COMPLAINT 
The person who investigates a complaint will initiate any action which needs to be taken in response 
to their findings, will inform the complainant about any action, and will apologise or arrange for an 
apology if that is appropriate. We hope that this will satisfy the complainant and end the matter. If the 
complainant is satisfied, they will be asked to sign a copy of the report of the investigation and the 
action taken. 
 
POTENTIAL FOR LEGAL ACTION 
Even if the complainant’s initial communication with Sporting Chance Clinic is via a solicitor’s letter, it 
should not necessarily be inferred that the complainant has decided to take legal action in respect of 
the complaint.  A hostile or defensive reaction to the complaint is more likely to encourage the 
complainant to seek information and a remedy through the courts.  On the other hand, an open and 
sympathetic approach may satisfy the complainant. 
Unless the complainant, or the solicitor on their behalf, has explicitly indicated an intention to take 
legal action in respect of the complaint, a response should be given in the normal way with a full 
explanation being given and an apology offered to the complainant, if appropriate.  An apology is not 
an admission of liability. 
If formal legal action in respect of the complaint has been started, the complaints procedure should be 
brought to an end, with the complainant being appropriately advised in writing.  At the same time, if 
the action is against Sporting Chance Clinic, the Registered Manager/CEO should be informed of the 
claim so that advice can be sought from the organisation’s solicitors. 
 
COMPLAINANTS WHO ARE NOT SATISFIED 
If a complainant is not satisfied with the investigation of their complaint or the action taken, they will 
be informed of their right to pursue the matter with the CQC: Care Quality Commission, Citygate, 
Gallowgate, Newcastle upon Tyne, NE1 4PA. Tel 03000 616161 
  
REVISION OF THIS POLICY 
We welcome comments from any interested party on this policy and the way it works, as part of a 
continuing review of the way the clinic operates and is managed. This policy was approved/last 
reviewed in May 2018 and is due for review in May 2020. 


