
 

Raising Concerns and/or Complaints Chart 
 
If a Service User is not happy with the counselling service provided, depending on whether they 
have a concern or a complaint, they can consider following the options below: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
The LIFE-FORCE Counselling Service aims to resolve all concerns and complaints in a calm 
and professional manner and hopefully with a positive outcome for all parties concerned. 
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Raise a Concern: 
e.g. Minor concern that is 

not a complaint 

Satisfied? 
Yes 

End 

Raise a Complaint: 
e.g. Breach of LIFE-FORCE 

policies & procedures or 
BACP Ethical Framework 

Follow Concerns Policy for 
Service Users 

Follow Complaints 
Procedure for Service 

Users & Members:  
Informal Procedure 

Follow Complaints 
Procedure for Service 

Users & Members:  
Formal Procedure 

No 

No 

No 

Escalate to BACP 

Satisfied? 
Yes 

End 

Satisfied? 
Yes 

End 


