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1. Purpose 

This policy outlines the procedures for receiving, handling, and resolving complaints in a fair, 
timely, and confidential manner. LSOT values client feedback and is committed to using it to 
improve services and maintain high standards of occupational therapy. 

 

2. Scope 

This policy applies to all complaints made by clients, carers, families, staff, and external parties 
regarding the services provided by LSOT. 

 

3. Policy Statement 

LSOT aims to: 

• Provide clients with a clear, accessible process for raising complaints. 

• Respond to all complaints promptly, respectfully, and impartially. 

• Resolve issues at the earliest opportunity. 

• Use complaint outcomes to improve service quality and client satisfaction.  

 

4. Definitions 

• Complaint: An expression of dissatisfaction about the service, staff conduct, or other 
aspects of the company’s operation. 

• Complainant: The person making the complaint. 

• Resolution: The action taken to resolve a complaint, which may include explanation, 
apology, change in practice, or other remedial steps. 

 



 
 

5. Roles and Responsibilities 

• All Staff: Responsible for listening to and reporting complaints appropriately. 

• Complaints Manager (or Director): Oversees the complaints process, ensures timely 
resolution, and maintains records. 

 

6. Complaints Procedure 

Step 1: Informal Resolution 

Where possible, complaints should be raised directly with the staff member involved or a 
manager. Most concerns can be resolved quickly through open discussion. 

Step 2: Formal Complaint 

If informal resolution is not possible or satisfactory, a formal complaint can be submitted via: 

• Email: admin@lsot.co.uk 

• Phone: 07563 310 605 – Follow up in writing to admin@lsot.co.uk  

Details to include: 

• Full name and contact information 

• Nature of the complaint 

• Relevant dates, times, and people involved 

• Desired outcome (if any) 

Step 3: Acknowledgement 

All formal complaints will be acknowledged in writing within 5 working days. 

Step 4: Investigation 

The complaint will be investigated by the appropriate manager or designated complaints officer. 
The process may involve: 

• Interviews with relevant parties 

• Review of documentation and service records 

• Internal meetings 

Step 5: Response 

A written response will be provided within 20 working days of the complaint being received. If 
more time is needed, the complainant will be notified. 



 
 

Step 6: Appeal 

If the complainant is dissatisfied with the outcome, they may request a review by the company 
director or an external body (e.g., relevant professional body or regulator). 

 


