
Complaints Procedure 
Introduction 
The City and East London Bereavement Service (CELBS) strives to maintain the highest level 
of professionalism throughout the services offered, at all times.  In this context, feedback 
and complaints are useful information to inform delivery within the service. 
CELBS is an Accredited Service of The British Association of Counselling and Psychotherapy 
(BACP). As individuals, and as an organisation, CELBS adheres to the Ethical Framework for 
Good Practice in Counselling and Psychotherapy. Details of this can be found on the BACP 
website (www.bacp.co.uk) 
If it is felt that CELBS has not maintained these high standards and a complaint is made, 
CELBS is committed to ensuring that any complaint is an opportunity to share concerns and 
to be confident that such concerns will be taken seriously.  Hence this is the complaints 
procedure. 
Scope of Policy 
This policy is intended to apply to all complaints, regardless of who initiates the complaint. 

• We regard a complaint as any expression of dissatisfaction about our organisation, 
Board of Trustees, our staff, our volunteers or anyone else acting on our behalf. 

• A complaint may be made by a person to whom we deliver services, a local 
organisation or GP practice with whom we work, our staff, volunteers, donors or a 
member of the public. 

How complaints can be made 
Complaints can be made by: 
Telephoning the Director on 020 3022 5177 
In writing to: The Director, The City and East London Bereavement Service, St Margaret’s 
House, 15 Old Ford Road, Bethnal Green, E2 9PJ 
By email: sheridan.parsons@celbs.org.uk 
If the complaint is about The Director, the Chair of Trustees should be contacted by email: 
david.flood@celbs.org.uk 
 
 
Publicising this policy 
Clients are made aware of this policy as part of the counselling agreement. Feedback in the 
form of a questionnaire is sought from clients once the counselling has finished. This is 
posted to the client with a stamped addressed envelope included so the client can send this 
back directly to the office. 
A copy of this policy is available in the lobby area of the counselling room, and on the policy 
and procedure leaflet given to all clients.  
 
The policy is available on the website. www.celbs.org.uk  
 
 
Responding to a complaint 
The Director will manage all complaints, except any pertaining to them.  Complaints about 
the Director will be managed by the Board of Trustees.  The process is: 

http://www.bacp.co.uk/
mailto:david.flood@celbs.org.uk


The Director will make contact with the complainant within 2 working days. At this point 
The Director will ascertain the details of the compliant and will agree to have a 
conversation, either face to face or over the telephone, to ascertain the nature of the 
complaint. The Director will keep a written record of the discussion and this will be stored 
securely. In some instances this will be sufficient and the complaint will be closed with no 
further action required. 
In instances where the complaint is of a more serious nature the Director will inform the 
person to whom the complaint relates and will arrange to meet with them to discuss the 
complaint. This meeting will take place within 5 working days. 
Following this meeting the Director will decide if any further action is necessary, including 
communication with all by letter. Examples of this may include: 
- A three way meeting with the college tutor, counsellor and The Director 
- Reviewing operational policy 
- Additional training/supervision 
- Ceasing  placement for a Volunteer Counsellor 
- Implementing the Disciplinary Procedure  

Next Steps 
It is hoped that the vast majority of complaints can be managed internally. However if the 
matter cannot be resolved at this level or the complaint relates to the Director the matter 
will be dealt with by The Board of Trustees.  
If the matter is not resolved at this level, the complaint is able to contact the BACP with 
regards to their complaint procedure. Further details can be found on the BACP website:  
www.bacp.co.uk 
Telephone the BACP -  01455 883300 
All complaints are reported to and reviewed by The Board of Trustees.  This will not include 
the name or personal details of the person making the complaint, but will include the nature 
of the complaint and the subsequent action taken.  
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