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Manna House Counselling Service 
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Complaints Policy 

 
 

Date   26/07/23 

Review Date  26/06/24, 21/05/25 

Next Review Date 30/09/26 

 
 
This procedure lays out arrangements for receiving, recording, processing and 
resolving complaints made by people who are not members of the MHCS, to the 
Manna House Trust (MHT) 
 
Policy 
 
Board of Trustees will provide and maintain an effective and accessible system for 
dealing with any complaints made to MHT. 
 
The Board of Trustees are committed to providing and ensuring provision of services 
that are responsive to the needs and opinions of its users, agencies involved with the 
MHT and the communities in which the services are provided.  The provision of an 
effective complaints procedure is a key part in achieving this. 
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Principles 
 
Information on how to make complaints will be made as widely available as possible 
and form part of the current written contract (Terms of Counselling) with a client, a 
copy of which is signed and retained at the beginning of counselling. 
 
Complaints will be considered from a positive, problem-solving stance. 
 
The procedure is designed to assist and support the complainant throughout the 
process. 
 
Complaints will be investigated as quickly and thoroughly as possible. 
 
Responses will be clear, open and truthful. 
 
All records of any complaint will be kept and will be used to provide additional means 
of monitoring performance in the future. 
 
The provision of counselling shall not be withdrawn or suspended, unless by mutual 
consent, because a complaint is being dealt with under this policy. 
 
The Complaints Procedure 
 
MHCS will ensure that service users are aware of the complaints procedure as 
outlined in the ‘Terms of Counselling’. In the first instance the complainant should 
speak to their counsellor to try and resolve the matter. If this does not resolve the 
matter a letter may be written to the Counselling Co-ordinator or CEO. Other 
complainants should speak to a senior member of staff. 
 
On receipt of a complaint, the Counselling Co-ordinator or CEO will try to resolve the 
matter satisfactorily. If this does not resolve the matter the complaint will passed to 
the Board of Trustees.  This will be done within 10 days. 
 
The CEO will arrange to meet the complainant at the earliest opportunity.  A witness, 
interpreter or translator will be used where requested either by the CEO or by the 
complainant. 
 



3 
 

The CEO will provide the Chair of the Board of Trustees with a written report, with a 
conclusion about the validity of the complaint and a recommendation about the 
action needed.  This will be done within 28 days. 
 
The CEO will then write to the complainant within seven days, detailing the findings 
and a proposed course of action. 
 
Where the complainant is dissatisfied with the response of the CEO, he/she will be 
invited and if necessary, supported to inform the Chair of the Board of Trustees in 
writing within 14 days. 
 
The Chair of the Board of Trustees will convene a Complaints Review Panel. The 
Panel will consist of: 
 

• An independent person 
• The Chair of the Board of Trustees 
• One other Trustee chosen by the Board of Trustees. 
• The CEO. 

  
The panel will meet within 28 days. 
 
The complainant will receive 10 days’ notice of the time and venue of the Panel 
meeting. 
 
Submissions may be made to the panel either in person, or in writing, by either the 
complainant and/or an advocate.  The services of an interpreter/translator will be 
provided if needed by the Panel or requested by the complainant. 
 
The Panel will decide on its recommendations, and the reason for them, and record 
them in writing.  A copy will be sent within seven days of the Panel meeting to: 
 

• The complainant and/or advocate 
• Any other person(s) the Panel considers has sufficient interest in the outcome. 

 
The Board of Trustees will consider what action will be taken and inform the 
complainant and/or advocate in writing within 28 days of the Panel's 
recommendations, laying out: 
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• The decisions of the Board of Trustees 
• The reasons for those decisions 
• Details of any action to be taken. 

 
If the outcome is deemed by the complainant to be unfair or unsatisfactory the 
complainant can take the matter up with the MHCS professional body the 
Association of Christians in Counselling (ACC). 
 
Evaluation/Monitoring 
 
The CEO will ensure that full records are kept of the content, timescales and 
outcomes of every complaint received. 
 
On an annual basis a report summarising the above information will be produced, and 
its contents considered by the Board of Trustees from the point of view of: 
 

• Number and content of complaints 
• Timescales 
• Complainant satisfaction. 

 
Code of Ethics & Professional Registration 
 
The Manna House Trust (MHT) and the Manna House Counselling Service (MHCS) as 
one Charity (286358) is registered with the Charity Commission. It is also affiliated to 
the Association of Christians in Counselling (ACC). 
All counsellors contracted by MHCS adhere to the Association of Christians in 
Counselling (ACC) and/or the British Association of Counselling and Psychotherapy 
(BACP) Ethical Framework for Good Practice in Counselling. Copies are available on 
request. 
 
All counsellors work for MHCS do so according to MHCS Mission, Ethos and Values 
(2026). Copies are available on request. 
 
To complain about a counsellor registered with the Association of Christians in 
Counselling and Linked Professions (ACC), email: 
 
complaints@acc-uk.org 

mailto:complaints@acc-uk.org
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Or fill out their complaint form. Complaints should allege breaches in ACC's Ethics 
and Practice. Before formal complaints, the ACC encourages complainants first to 
try to resolve issues directly with the counsellor and/or the provider organisation.  
 
Key Information on ACC Counselling Complaints 
 
Process: Complaints are handled in stages. The Chair of ACC will acknowledge 
receipt, usually within 7 working days, and determine if an investigation is needed. 
Scope: ACC investigates breaches of their own Ethics and Practice. 
Evidence: Complaints must be supported by first-hand, verifiable evidence. 
Sanctions: Following investigation, the Disciplinary Panel  may impose sanctions, 
including suspension or removal from the register. 
Accredited Registers: If the counsellor is part of the Professional Standards 
Authority (PSA) Accredited Register scheme, clients can also look into that route. 
 
What to do if counselling is not working 
ACC counsellors and counselling organisations are required to follow ACC’s Ethics 
and Practice as a commitment to professional accountability and public protection. 
 
For various reasons counselling is not guaranteed to be effective for every client, and 
while this is regrettable, generally the effectiveness of therapy is not grounds for 
complaint. If, however, a counsellor member behaves in a way that falls short of the 
standards set out in the Ethics and Practice, then there may be grounds for complaint 
to ACC or any other counselling membership body that they belong to. 
 
We encourage clients to raise any issues of concern directly with the counsellor or 
counselling agency and try to resolve locally. Where this is not appropriate, or if the 
client remains dissatisfied with the outcome and wants to raise a concern or make a 
complaint, please contact ACC at complaints@acc-uk.org 
 
 
 
 
 
 
 
 
 

mailto:complaints@acc-uk.org
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Appendix 1 

MANNA HOUSE TRUST 
MANNA HOUSE COUNSELLING SERVICE 

MHCS 
(Reg Charity No. 286358) 

MISSION, ETHOS & VALUES 
DEVELOPMENT PLANNING 

2026 
  
Welcome 
Welcome to the Manna House Counselling Service, part of the Manna House Trust. 
We are a Christian counselling charity providing access to counselling for everyone 
in Northamptonshire irrespective of faith background or ability to pay. 
Our mission is to provide safe spaces for everyone over the age of 18 years, 
individuals and couples, referred or self-referred, to talk to a professionally trained 
counsellor about whatever is on their mind. To discover, rediscover or recover that 
which makes life worth living. We also offer wellbeing workshops and deliver CPCAB 
accredited courses to students training to be future counsellors and supervisors. 
At the Manna House Counselling Service, we believe that good mental health care is 
a universal human right. That’s why we offer low-cost and, with the help of bursaries, 
no cost counselling and wellbeing services to all who need, as well as low cost 
training and access courses to those wanting to be future counsellors and pastoral 
carers. 
As a counselling service we are committed to providing excellence in caring for 
clients. As such we are dedicated to the highest standards of professional practice, 
determined as faithful people to serve our Church, Charity and Community. To this 
end we hold close to the Care Quality Commission (CQC) domains and expect our 
services to be: 
• Safe: Are clients, students, staff, volunteers and visitors protected from abuse 
and avoidable harm? 
• Effective: Is care, therapy, training and support achieving good outcomes, 
promoting good quality of life and is it evidence-based? 
• Caring: Do staff involve and treat people with compassion, kindness, dignity 
and respect? Is the culture of the organisation a caring one? 
• Responsive: Are services organised so that they meet people’s needs? Is care 
shaped to fit each individual? Is it flexible to personalised preferences and needs? 
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Does it adapt to fit if those needs or preferences change? Is the organisation 
committed to person centred care and to equality, diversity and inclusion? 
• Well-led: Does leadership, management and governance of the organisation 
assure the delivery of high-quality person-centred care, support learning and 
innovation, and promote an open and fair culture? 
As a Christian Charity we hold ourselves to an even higher level of service with a clear 
vision: 
To be the counselling service of choice available to everyone in Northamptonshire.  
The Manna House Trust seeks to understand, sustain, enrich and transform lives by 
nurturing and promoting wellbeing, wholeness and recovery.  
We aim to do this through excellence in counselling and wellbeing practice, training 
and research – providing a well-respected Christian service of hope, meaning and 
purpose to all. 
Our Priorities – Good Governance 
These are the most important areas for the Manna House Trust to focus on. They 
incorporate both the hopes and good governance of the Trust, and the various 
services or enterprises that comprise the charity (Counselling, Training, Wellbeing): 
• Our Community – Our Clients, Students, Volunteers and Service Users  
• Quality 
• Partnerships and Service 
• Sustainability 
• Our People – Trustees, Staff, Volunteers, Supporters 
 
The Manna House Counselling Service is the primary enterprise for delivery of all 
services and provides confidential  access to integrated therapies that have a strong 
and reliable evidence base, as well as signposting to those services that contribute 
to human wellbeing and flourishing. It does this by prioritising and providing: 
• a respected Christian counselling service, served by registered counsellors, 
available to everyone within the community of Northamptonshire 
• accredited training courses to potential counsellors and pastoral carers 
• health and wellbeing workshops, training, resources and support  
• research and partnership development in the relationship between spirituality 
and mental health and wellbeing. 
 
Our Ethos and Values 
The values of the Manna House Trust and Manna House Counselling Service are 
rooted and grounded in our Christian theological understanding of what it means to 
be followers of Jesus Christ. We believe in working together to extend Jesus’ model 
of the Kingdom of God on earth by living out a life of: 
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• Love 
• Honesty and Respect 
• Justice and Truth 
• Hope 
• Mercy and Forgiveness 
• Compassionate Care for All 
• Humility and Service. 
Our values are rooted in our faith in Jesus Christ and His love which compels us to 
serve others, in genuineness, with unconditional positive regard and empathy, putting 
others’ needs first irrespective of gender, race, religion, age, ability, class, culture, 
ethnicity, education, sexuality or spirituality.  
The outworking of this is manifested in communicating the reality of Jesus Christ’s 
example through service predominantly through the provision of a Christian 
Counselling Service. Training College and Wellbeing Centre/s.  
The Charity is not formally part of any one Church. However, it started life as the 
Northampton Christian Centres Trust on 23/08/1982. Today it remains, through its 
mission, ethos and values, to be a clear and practical expression of Christian witness 
and service to the wider community. It's Staff and Trust Board members are all 
practicing Christians and the dominant counselling modality used is that of Christian 
Integrative Counselling based on the Five Circles approach developed by Waverley 
House CWR (now Waverley Abbey College) and ourselves in the 1980s and 1990s. 
We believe we have a duty to maintain our Christian distinctiveness by recruiting staff 
who are committed to Christ’s teaching about the Kingdom of God.  Therefore, we 
believe we have a Genuine Occupational Reason (GOR) to recruit Christians to all 
client facing roles. However, at the same time, we embrace the values of inclusivity 
and diversity by welcoming and involving, where appropriate, those of other faiths 
and those of no faith but sympathetic and supportive of our vision and mission to 
serve the community as students, volunteers, administrators and counsellors. 
We believe in working for the common good through partnership with other 
organisations whether Christian or not. We seek to encourage, serve and build up 
other organisations, recognising that in partnership and collaboration we can achieve 
great things for everyone within our local community. 
We believe that God created all people in His image, to be whole human beings and 
to flourish. We stand for respect and freedom for everyone and understanding 
between people of different opinions. In working together to deliver the work of the 
organisation we want to endeavour at all times to trust one another, being patient and 
respectful of diversity, equality and inclusion. We believe that each person has a 
valuable contribution to make towards delivering the work of the Trust. We believe 
that every opportunity should be taken to exchange views so that we can improve our 
understanding of ourselves and of one another and of the work we do. This will involve 
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speaking respectfully, attempting to listen well and being able to confront difficulties 
carefully and with compassion.   
We believe that a healthy community is one to which people feel they belong. We are 
therefore committed to being an organisation where staff team members, volunteers, 
service providers, students, clients, carers and visitors have a sense of belonging and 
identity with the Trust. 
Our Strategies 
As well as our statutory governance obligations (policies and protocols) and annual 
objectives set by the Charity Commission and as laid out by our Governing 
Document, we have medium to longer-term strategies to deliver. These help us make 
the necessary changes needed in order to achieve our aims according to our founding 
constitution, and are grouped under the headings of: 
• Counselling Strategy 
• Staff Strategy 
• Property Strategy 
• IT Plan 
• Financial Strategy 
• Training and Research 
All these align to our stated vision and objectives to be the counselling service of 
choice available to everyone in Northamptonshire. 


