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Introduction

This Complaints Policy outlines how we will manage concerns or complaints.

We are committed to providing a high standard of care and receiving feedback to
learn and develop. If you are unhappy with any part of the service, we encourage
you to raise your concerns with us directly, so they can be addressed promptly and
appropriately.

This Complaints Policy covers data protection complaints as part of the Data (Use
and Access) Act 2025. This means that if you want to complain about an issue
regarding how your personal data has been handled by us, you can do this by
sending us your complaint using the process below.

Who Can Complain?

Complaints can be made by:
e Aparent or legal guardian of a child receiving services.
« The child, where appropriate (depending on age and understanding).
« Another representative acting on behalf of the child or parent, with consent.
e Aschool or local authority who are commissioning the services.
o Atherapist receiving clinical supervision.

How to Make a Complaint

Please email your complaint to the following address:

enquiry@ndkids.co.uk

If you make the complaint verbally, we will summarise your complaint as we
understand it and email you a copy of this for you to verify.

Please include:
e Your name and contact details.
e The nature of the complaint (with dates and any relevant information).
« How you would like the complaint to be resolved.

We may need to take steps to verify your identity before further dealing with a
complaint.

Children and young people

If the person complaining is under 18 years of age, we will specifically ensure that
we use language that is clear and jargon-free. In responding to a data protection
complaint, we have a legal responsibility to ensure that any person under 18 years of
age has the competence to understand and exercise their rights. We may therefore
need to ask additional questions.



Complaints Procedure

« Acknowledgement: We aim to acknowledge your complaint within 5 working
days and in any case, within a maximum of 20 calendar days.

« Investigation: We will investigate the matter thoroughly and objectively,
making enquires in a manner proportionate with the complaint. We will keep
you informed throughout the process.

« Response: A formal response will be provided within 20 working days of
acknowledgement. If more time is needed, we will inform you of the delay and
expected resolution timeframe.

e Outcome: The response will outline findings and any steps taken or proposed
to resolve the issue.

Confidentiality

All complaints are handled with the highest level of confidentiality in accordance with
UK General Data Protection Regulations (GDPR) and the Data Protection Act
2018. Information will only be shared on a need-to-know basis.

Escalation and External Complaints
If you are dissatisfied with the outcome and your complaint concerns Occupational
Therapy services provided by Faith Newton, you may escalate your complaint to:

e Health and Care Professions Council (HCPC)
https://www.hcpc-uk.org/concerns/raising-concerns/public/
ftp@hcpc-uk.org
020 7840 9814

The HCPC investigates concerns about professional misconduct, fithess to
practise, or breaches of standards.

If you are dissatisfied with the outcome and your complaint concerns services such
as coaching, provided by Benjamin Newton, you may escalate your complaint to:

e International Coaching Federation
https://coachingfederation.org/credentialing/coaching-ethics/complaints/

e British Psychological Society
https://www.bps.org.uk/submitting-complaint via the “complaints about a
member” tab.

If you are unhappy with our response to a data protection complaint, you can contact
the Information Commissioner:

e Information Commissioner’s Office,
Woycliffe House, Water Lane, Wilmslow Cheshire, SK9 5AF
0303 123 1113
https://www.ico.org.uk
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