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Complaints Policy
Connected Minds
Version 1.0
Effective Date: September 2026
Review Date: September 2027
Business Details
Business Name: Connected Minds
Owner: Ewa Walczyna
Address: 40 Bluebell Avenue, Leeds, LS25 2FD
Email: connectedminds.leeds@hotmail.com
Telephone: 07495 862946
Facebook: Connected Minds
1. Purpose
Connected Minds is committed to providing a high-quality, respectful and professional SEND advocacy service. Feedback and complaints are welcomed as an opportunity to learn, improve and resolve concerns fairly and promptly.
2. Scope
This policy applies to anyone using or seeking to use Connected Minds' services.
3. Informal Resolution
Where possible, we encourage concerns to be raised as soon as they arise. Many issues can be resolved quickly through an informal conversation or email without the need for a formal complaint.
4. Making a Formal Complaint
If you wish to make a formal complaint, please contact Connected Minds in writing by email at connectedminds.leeds@hotmail.com. If you are unable to make your complaint in writing due to disability, language or other needs, reasonable adjustments will be made to help you submit your complaint.
5. Information to Include
Please include your name, contact details, a description of the concern, relevant dates, any supporting information and the outcome you are seeking.
6. What Happens Next
Your complaint will be acknowledged within 3 working days. It will be investigated fairly and impartially. A full written response will normally be provided within 20 working days. If additional time is required, you will be informed of the reason and given an updated timescale.
7. Confidentiality
Complaints will be handled confidentially. Information will only be shared with those who need it to investigate or where required by law or safeguarding responsibilities.
8. Review of a Complaint
If you remain dissatisfied, you may request a review within 14 days of receiving the outcome. As Connected Minds is operated by a sole practitioner, the review will involve a fresh consideration of the complaint and any additional information you provide.
9. If You Remain Dissatisfied
If you remain unhappy after the review, you may seek independent advice or contact any relevant regulatory or professional body where applicable. Connected Minds will provide signposting where appropriate.
10. Learning from Complaints
Complaints are reviewed to identify opportunities to improve our policies, procedures and the quality of our service. Making a complaint will not affect your access to advocacy services unless there are exceptional circumstances affecting safety or professional boundaries.
11. Related Policies
This policy should be read alongside the Professional Boundaries Policy, Confidentiality Policy, Privacy Notice, Data Protection Policy and Terms & Conditions.
12. Policy Review
This policy will be reviewed annually or sooner if legislation or service arrangements change.

Approved by:

Ewa Walczyna
Owner, Connected Minds

Signature: ______________________    Date: ______________________
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