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DRAFT – FOR KATE AND GEMMA TO APPROVE BEFORE WEBSITE PUBLICATION
Last updated: [publication date]
Our commitment
We want families and organisations to feel heard, respected and supported. We welcome feedback and will investigate complaints fairly without treating anyone less favourably for raising a concern.
What can be raised?
Concerns about advice, communication, delays, appointments, charges, handling information or conduct, as well as suggestions and positive feedback.
How to contact us
Email info@cssend.co.uk. Tell us what happened, what concerns you and what outcome you are seeking. You can complain formally without trying informal resolution first. If writing is difficult, ask us for an accessible way to raise your concern.
Informal resolution
Where appropriate, we can discuss and clarify concerns informally. You may request a formal response at any time.
Formal complaints
We aim to acknowledge a formal complaint within five working days and provide a written response within 20 working days. If further time is needed, we will explain why and give an updated timescale. Where practical, the director not directly involved will review the matter. Where both directors were involved, we will explain the review arrangements and aim to be fair. Our response will explain the findings and proposed remedy, where appropriate.
If you remain unhappy
Tell us about any relevant matter we have missed; we will review new information. With only two directors, we cannot promise a wholly independent internal appeal. You do not need to exhaust our process before using available legal rights or external routes.
Data protection complaints
Contact info@cssend.co.uk. We will acknowledge complaints within the applicable legal deadline, investigate without undue delay, provide progress updates and explain the outcome. Data rights requests are handled under their own statutory requirements. You may complain to the ICO at ico.org.uk or 0303 123 1113. [Confirm statutory wording against up-to-date legislation before publication.]
Safeguarding concerns
Safeguarding takes priority over the ordinary complaints timetable. Gemma Randall is the Designated Safeguarding Lead; concerns involving Gemma should go to Kate. If both directors are implicated or neither can appropriately handle the concern, we will seek appropriate external safeguarding advice or referral. Call 999 if someone is in immediate danger.
Records and review
We keep proportionate complaint records securely under the retention schedule and use learning to improve services. Kate and Gemma review this policy annually or when circumstances change.
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