Complaints Policy and Procedure

Practitioner: Elizabeth Gunner — Specialist Speech and Language Therapist (BSc,
MRCSLT, HCPC, ASLTIP)

Practice: Independent/ Sole Trader
Date of policy: June 2026

Review date: June 2027 (or sooner if legislation or guidance changes)

1. Policy Statement

I am committed to providing a professional, respectful and high-quality speech and
language therapy service. | value feedback and take any concerns or complaints
seriously. Complaints provide an opportunity to review my practice, resolve concerns
and improve the service | provide.

| aim to deal with complaints fairly, openly, promptly and confidentially.

2. Scope of This Policy

This policy applies to concerns or complaints relating to the services provided by
Elizabeth Gunner, Specialist Speech and Language Therapist.

Itis intended to provide a clear process for raising concerns and resolving complaints
fairly, openly and promptly.

This policy applies to:
e Assessment, therapy and consultation services
¢ Communication and professional conduct
¢ Reports and written recommendations
e Appointment scheduling and administration
¢ Invoicing and payment matters
e Communication with schools, nurseries and other professionals
e Anyother aspect of the service provided
This policy applies to complaints raised by:
e Parents and carers
¢ Young people receiving services (where appropriate)
e Schools, nurseries and educational settings

e Local authorities commissioning services



e Representatives acting on behalf of a parent or young person (with appropriate
permission)

3. Matters Outside the Scope of This Policy

This policy does not replace:

o Safeguarding procedures where there is a concern regarding the welfare of a
child or vulnerable person

¢ Data protection complaints, which may also be referred to the Information
Commissioner's Office (ICO)

e Legal proceedings or disputes
¢ Complaints relating to services provided by another organisation or professional

Professional disagreement regarding clinical opinions, assessment findings, diagnoses,
recommendations or therapy targets may be considered through this procedure.
However, a complaint will not automatically result in a clinical opinion or
recommendation being changed. Clinical decisions will remain based on professional
judgement, assessment findings, evidence-based practice and the best interests of the
child or young person.

4. Informal Resolution

Most concerns can be resolved quickly through discussion.

If you are unhappy about any aspect of the service, | encourage you to contact me
directly as soon as possible so that | can understand the concern and work towards a
resolution.

Concerns can be raised by:
e Email: info@ekg-speechtherapy.co.uk
e Telephone: 07838 120398

| aim to acknowledge concerns within 5 working days.

5. Formal Complaints Procedure

If the matter cannot be resolved informally, a formal complaint may be made in writing.
The complaint should include:

e Your name and contact details

¢ Details of the concern or complaint

e Relevant dates or information

e The outcome you are seeking
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Formal complaints should be sent to:

Elizabeth Gunner
Email: info@ekg-speechtherapy.co.uk

Investigation
Upon receiving a formal complaint, | will:

e Acknowledge receipt within 5 working days

e Review the information provided

e Gather any relevant records or documentation

e Consider whether further information is required
Response

A written response will normally be provided within 20 working days of receiving the
complaint.

Where additional time is required, you will be informed of the reason and provided with
an updated timescale.

6. Confidentiality

Complaints will be handled confidentially and information will only be shared where
necessary to investigate and respond to the complaint.

Complaint records will be stored securely in accordance with applicable data
protection legislation and professional obligations.

Making a complaint will not affect the quality of care or professional service provided to
aclient.

7. 1f You Remain Dissatisfied

If you remain dissatisfied after receiving my response, you may seek advice from
relevant professional or regulatory organisations where appropriate.

These may include:
Association of Speech and Language Therapists in Independent Practice (ASLTIP)

https://asltip.com

Health and Care Professions Council (HCPC)
The HCPC can consider concerns relating to a registrant's fitness to practise.

https://www.hcpc-uk.org

Information Commissioner's Office (ICO)
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If your complaint relates to how personal information has been handled, you may
contact the ICO.

https://ico.org.uk

Telephone: 03031231113

8. Learning from Complaints

Complaints are reviewed to identify opportunities for service improvement. Where
appropriate, changes may be made to policies, procedures or working practices to
reduce the likelihood of similar concerns arising in the future.

9. Record Keeping

A record will be maintained of:
¢ Formal complaints received
e Investigations undertaken
e Actions taken
e QOutcomes communicated

Complaint records will be retained in accordance with legal, professional and insurance
requirements.

Where a complaint relates to a specific client or episode of care, relevant complaint
documentation may be retained alongside the client's clinical record. Clinical records
and associated documentation relating to children are normally retained until the child
reaches 25 years of age, in line with professional and indemnity requirements.

10. Review of This Policy

This policy will be reviewed annually or sooner if legislation, professional guidance or
working practices change.

Signed:

G

Elizabeth Gunner
Specialist Speech and Language Therapist

Date: June 2026
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