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Complaints Procedure 

Purpose Purpose of this policy. 

• To demonstrate Enhance Counselling Services and 
Ascend Learning’s commitment to protection of the public 
and counsellors. 

• To inform all leaders, staff and clients of their rights to act 
on complaints where they deem necessary to ensure 
protection of the counselling profession. 

• To give guidance on the processes and procedures to 
lodge complaints. 

Scope  

• This policy applies to all people who conduct work for the 
organisation in a paid or unpaid capacity. This may 
include, for example, board members, executive 
leadership, staff, volunteers, interns, trainees, contractors 
and consultants. 

• This policy should apply to all activities conducted by the 
organisation including online programs, in person services 
and in centre or community services. 

• This policy applies to clients and will be provided in 
instances where a client informs that they intend to make a 
complaint. 

Responsibilities All staff of Enhance Counselling Services and Ascend Learning 
are required to adhere to the responsibilities detailed here.  
• Staff must read, understand and acknowledge this policy 

before commencing working with clients.   
• Staff will ensure that feedback is obtained at regular 

intervals to address any client issues prior to complaints 
being made. 

• Staff must act in accordance with the Australian Counselling 
Association Code of Practice and the organisations policies 
and procedures.  

• Where a grievance cannot be addressed between the client, 
counsellor and supervisor, a complaints procedure guide 
will be provided.  

• Complaints will be taken to the ACA.  
• The ACA will respond, collect evidence and make decisions 

on complaints brought to them.   
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Relevant 
legislation 
and standards 

• Australian Counselling Association Code of Practice - 
8c9283a0-9fcb-4aae-15a4-febd16a21eab_file.pdf 

• The Australian Counselling Association Complaints Policy 
and Procedural Guidelines - b47b16fb-a1ed-31e7-951c-
a67fb519f270_file.pdf 

 

https://higherlogicdownload.s3.amazonaws.com/THEACA/8c9283a0-9fcb-4aae-15a4-febd16a21eab_file.pdf?X-Amz-Expires=3600&X-Amz-Security-Token=IQoJb3JpZ2luX2VjEBkaCXVzLWVhc3QtMSJGMEQCIEOG1twI7u5kG1UVqubvIaiEyf66C3te5JATYNIxiK6mAiBn%2BnMmtpMFGbSm82AKg6KvPmkNE1f8pIEtXOj389LlhSq4BQix%2F%2F%2F%2F%2F%2F%2F%2F%2F%2F8BEAAaDDM4MDMzNzM0MDcwNiIM1Er%2BkihmvByStzPFKowFk2txTvVMpJtA08nriXCl1%2FgqmCEZM5PPHDUSkR%2BpoMjxhLiTasWpqOwE%2FF1E%2BPbuVKv%2FY3ZyhxcOjLOHSmMJFlr181oJqHIFzSXpN9cv7Ph3hUgWemxQlArID9%2Fh%2BWUWKJvcQKybxMafzrIRxBTm%2BiUdF8MkCKwBiOGuau%2BDLeZ3O3rajm1bjLeTWUjSC2CaEcMt2iRzQdnmAv2XvRKVwaMSR4TIh6yd7zetoFFHKLUSOxRuAzYx3l2fexhmNwKoBn9cD4m7yBDfuamJQaMoo%2BwYmJTcL0ywe7dsu2EPfo%2FcOHzg5AWc0MU3W%2BlPvmMs4N3pz6ZgeSmpBYl54f3Ac2255GmBiYIOhoaZ1qOt61s1KEswSZvvVoXCCjpbbyuC6YNGcsLi4pOXWGDx%2FV5Dw6E%2FfVneBTR6yYmduSV%2FIfLaaS%2FITlBmRhLkg1X%2BGwt0T1FgKnejs08QOuHLlOVyTnFJaVUFZEpqCkHFH57OJmMDhJgkLisw7VAoVaqvl51L%2BYA42k1IiURjH6PL1UyvBYY8XYcXA4IR61VnsNi8VJ9Oatx1aoFSTTPm4VhgTikg6bpZHa6zG5g7o0XUOpVqGIiVzvB0iD7PPN%2BrSW65JXMwY1eg%2BYtsCcSjK08v5rTuNcxpJNKgfKKVwYP%2FhHWu5md6J23yc%2FOuC4gTTTm%2By0qmPZg%2F3oUGGwhqX0qVQiM7DTDKbS2FkUGvoPjn7cGAvNKJrH47Wd58fvj0hIswfZ8GLgwJDnO61%2FqpdjD18WPDbPi4Guk1K4rduazWPKCQILv37Up9VurOdwgfhw2yhhkBIaoLYg73fiW4ODweraMS2PmU%2F2XspavMHMbv7j5hl4jxxHEe0I8SOj8XFDD115bHBjqyAU9qfQgeDtVf%2FunWRJ0RxF697eTKGJ3bTD%2F8fp8eqbnLoDwQL2tsLGso3bABljT7yCmPYSHngei%2FE36ycjzi4EXcyKvQkPBD5y2JDbhLnuszm089L9OItR10ZANjNUany1wKFDhE5Y1unBZOldpyd7CK%2F0coSO5hQhuDiHIkSuVLGIKBYtmeMv7CRX3JNbmg%2BQ4Vh151ivxHLTHFbC5QOQh1Tub%2FMt1aFRJjd5mMq%2BLQA%2Bg%3D&X-Amz-Algorithm=AWS4-HMAC-SHA256&X-Amz-Credential=ASIAVRDO7IERGVDSGYCS%2F20251008%2Fus-east-1%2Fs3%2Faws4_request&X-Amz-Date=20251008T010857Z&X-Amz-SignedHeaders=host&X-Amz-Signature=997f3d45b4d11e1887cc740875cf4549e29684c034eb967657ec05d4dd17ee39
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