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Complaints
At CDS UK we want to hear about your experience of using our services, whether good or bad. We aim to maintain a culture of honesty and transparency as we seek to resolve concerns, learn lessons from mistakes that have occurred and improve the quality of the service we provide. Our complaints procedure is summarised below.
There are lots of ways that you can give us feedback, however if you’re not happy and feel strongly, you can make a formal complaint by following the steps below:
1. Contact us to let us know what’s happened. 

You can do this by:
· Speaking to someone in person
· Calling us on 0207 794 1655
· Emailing feedback@clinicds.com - please mark your email as ‘Confidential Complaint’
· Sending a letter marked ‘Confidential Complaint’ to: CDS UK, 35 Tottenham Lane, London N8 9BD

You may prefer to use a form rather than speak to someone, if this is the case the form on the following page outlines what we need to know. 

When you contact us, please ensure you provide your contact details so that we can acknowledge your complaint within three working days and begin to investigate more fully.
2. A member of staff who is not directly involved in your complaint will then contact you to get a fuller picture. This person will act professionally, listening to you respectfully and taking your concerns seriously. They will make a written record of your complaint and inform you about what will happen next.

3. Following our investigation, we will respond with a reply. This will be sent to you (in writing) within 28 days of receiving your initial complaint. In the event that we are unable to resolve your complaint within 28 days we will inform you of this and give additional timescales.

4. Appeal to CDS UK. If you are not happy with the response, you have the right to appeal. Your appeal will be escalated to a more senior member of staff who will not have been involved in the original investigation, this could be a Trustee of CDS.

5. External appeals.  Should you not be happy with the response from the CDS UK appeal process there are external bodies you can raise your complaint with. These are:


The Parliamentary and Health Service Ombudsman 
The Ombudsman independently investigates complaints about UK government departments, other public organisations and the NHS in England. If your complaint is in regard to the use of NHS funding, you can contact the Parliamentary and Health Service Ombudsman on 0345 015 4033 or write to them at: The Parliamentary and Health Service Ombudsman, Millbank Tower, Millbank, London SW1P 4QP or visit their website at www.ombudsman.org.uk

The Charity Commission

The Commission will only deal with a complaint if there is a serious risk of harm to the charity or the people it was set up to help e.g. the Charity is not doing what it claims to do, is losing lots of money, is harming people, being used for criminal, illegal or terrorist activity.  You can register your complaint at https://forms.charitycommission.gov.uk/Raising-Concerns/ 


The Therapist’s Registering Body

If you believe that that a therapist has not complied with appropriate professional standards as described in the bodies Code of Ethics; the registering body will follow their appropriate investigation procedures. Details of the psychotherapist registering body can be obtained through CDS UK. 
 




Feedback Form


	Your name:

	


	The name of the patient (if you are giving feedback on behalf of someone else) & relationship to them:

	


	When the incident that you are raising occurred:

	


	Please give details of the situation:

	









	How it affected you/them:

	









	What you would like done to put things right:

	








	Date Form Completed
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