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1. About This Policy
This policy sets out how Clarity House London promotes safe participation, handles complaints, and upholds equality and member rights across our community. It applies to all our members, visitors, and personnel. It explains what you can expect from us, what we expect from you, and how we work together to maintain a welcoming, respectful environment.
2. Who We Are
Clarity House London is a community organisation dedicated to supporting our members' personal and professional growth. In this document, "we", "us", "our", and "CHL" refer to Clarity House London Ltd and Clarity House Community CIC. Our correspondence address is 483 Green Lanes, London, N13 4FG, United Kingdom. You can reach us at admin@clarityhouselondon.com.
3. Our Service and Its Boundaries
CHL provides community, practical, emotional, wellbeing, social, employment, networking, companionship, and structured non-clinical support.
We are a non-clinical service. This means:
We do not provide medical treatment, psychiatric treatment, clinical care, clinical interventions, or clinical assessments.
We do not provide therapy, therapeutic treatments, diagnoses, or clinical oversight.
We do not replace NHS services, emergency services, GPs, psychiatrists, regulated healthcare, statutory social services, legal services, or professional financial advisers.
We are not an emergency or crisis-response service.
The outcomes of our services can depend on your individual circumstances, choices, actions, the information you provide and your engagement. Nothing in this Policy excludes or limits any responsibility CHL has where it would be unlawful to do so.
Where appropriately qualified external or professional partners provide separate regulated services, those services are separate from CHL's ordinary non-clinical community services and subject to the professional's or provider's own responsibilities where applicable.
4. Who Can Use Our Services
Our general community services are open to individuals aged 16 and older. We welcome young people aged 16 and 17 into our general spaces.
However, some spaces are strictly restricted by age:
Adult Dating Room: You must be aged 18 or over.
Adult Spaces: People under 18 must not participate in any adult-only spaces or activities.
If we cannot reasonably establish your age, we may take proportionate action to restrict access to these spaces until your eligibility is verified.
5. Our Safeguarding Commitment
We want everyone to feel safe and respected at CHL. We take reasonable and proportionate steps to protect our members from harm, abuse, and exploitation.
We take seriously concerns relating to:
Abuse, neglect, exploitation, or coercion
Harassment, stalking, or threats
Sexual misconduct or unwanted sexual communication
Domestic abuse or financial exploitation
Discriminatory abuse or online abuse
Serious self-neglect or credible threats of serious harm
This commitment applies equally to concerns involving members, CHL personnel, or our independent partners. While we work hard to maintain a safe environment, CHL cannot guarantee the complete prevention of all harm.
6. Emergencies and Immediate Risk
CHL is not an emergency service or a crisis hotline. We do not provide continuous monitoring across our platforms.
Our support groups, private support sessions, Clarity Guide check-ins, email channels, website forms, social media platforms, and community spaces are not monitored 24/7 and are not substitutes for emergency assistance. The 24-Hour Clarity Support Line allows members to contact CHL at any time, but it is not an emergency or crisis service and does not guarantee an immediate response.
If you or someone else is in immediate danger, contact the emergency services in your location or attend an appropriate emergency medical service. Where appropriate, you may also contact an established crisis-support service.
Where appropriate, we may encourage or facilitate contact with appropriate emergency or statutory services, and we may take proportionate safeguarding action.
7. Confidentiality and Information Sharing
We respect your privacy. We treat your personal information confidentially in accordance with the law and our Data Protection, Privacy & UK GDPR Notice.
However, confidentiality is not absolute. We may need to use or share your information with external organisations (such as emergency services, local authorities, or law enforcement) where it is lawful, necessary, and proportionate to do so. Any decision to share information will depend on the circumstances and the lawful basis available, and we will aim to share only what is reasonably necessary. This includes situations involving serious harm, safeguarding duties, statutory requirements, lawful authority, court orders, legal claims, or suspected serious criminal activity.
8. Safe and Respectful Participation
To keep our community welcoming, we expect all members to follow clear rules of conduct. This applies across all groups, Circles, the Dating Room, the Founders Circle, Networking spaces, events, online forums, and community activities.
The following behaviours are strictly prohibited:
Harassment, bullying, intimidation, or threats
Discrimination, victimisation, or hate speech
Sexual harassment and unwanted sexual communication
Stalking, coercion, exploitation, scams, or fraud
Impersonation or distributing deliberate, harmful misinformation
Sharing another person's confidential or private information without permission
Inappropriate recording of community spaces or members
Abusive conduct, aggression, or hostility directed toward CHL personnel or other members
Members are responsible for their own statements and conduct. CHL cannot monitor every interaction, but may take proportionate action where inappropriate conduct is reported or otherwise comes to our attention.
9. Professional Boundaries
Our personnel (including staff, guides, and volunteers) are here to support you within clearly defined professional limits. To protect everyone, members must respect these boundaries.
Personal Connections: Members must not pressure personnel to establish personal friendships, connect on personal social media accounts, or exchange personal contact information outside of approved CHL channels.
Off-Platform Services: Do not ask personnel to provide private, off-platform services that run contrary to CHL arrangements.
No Inappropriate Arrangements: Members must not offer, request or enter into inappropriate financial, gift, romantic or sexual arrangements with CHL personnel arising from a support relationship.
Privacy: Do not pressure personnel to disclose confidential information about other members.
10. Dating Room and Member-to-Member Interaction
The Adult Dating Room is an optional space strictly for members aged 18 and over.
Your participation in this space carries specific terms:
Personal Responsibility: You remain fully responsible for your personal decisions, your communication, any off-platform meetings, and taking your own common-sense personal safety precautions.
No Endorsements: CHL's provision of this space does not mean we endorse any participant, verify compatibility, or guarantee relationship outcomes.
Identity Verification: Unless we expressly state otherwise, participation should not be treated as confirmation that CHL has independently verified a member's identity or conducted a criminal background check.
We may review reports of harassment, threats, impersonation, exploitation or safeguarding concerns and take proportionate action where appropriate.
11. Events and Community Activities
When attending CHL events or in-person activities, please keep the following in mind:
Venue Rules: You must follow all reasonable safety, health, and venue instructions provided by CHL staff or the venue operators. Third-party venues may enforce their own entry and behaviour rules.
Conduct Standards: Our community conduct and respect standards also apply to in-person events and activities.
Accessibility: Please let us know about any accessibility needs as early as possible before the event. While we cannot guarantee every external venue can accommodate every adjustment, we will consider reasonable alternatives where appropriate.
Media and Photography: Attending an event does not mean you automatically consent to being photographed or filmed for our public marketing. We will seek appropriate, clear consent where identifiable photography or filming takes place.
12. Partners and Pro Bono Services
CHL frequently collaborates with external entities, including Pro Bono Partners, Community Partners, event hosts, local businesses, third-party service providers, independent professionals, promotional partners, employers, opportunity providers, and participants in our Street Giving or Because You Deserve It initiatives.
Partner Responsibility: Where a partner provides a service independently of CHL, that partner is responsible for its own services, professional standards and legal obligations.
Signposting: While CHL may introduce you, signpost you, or facilitate access to these opportunities, we do not automatically become responsible for their independent acts, omissions, or choices.
Accountability: CHL may review its relationship with the partner and take proportionate action where appropriate.
13. Giving, Grants and Opportunities
From time to time, CHL offers employment support, grants, partner opportunities, CV support, employer introductions, community giving, and special gift applications (such as Because You Deserve It and Street Giving).
Application Standards: CHL aims to administer applications and selections fairly and without unlawful discrimination, subject to the published criteria applicable to the relevant opportunity. Meeting basic criteria does not guarantee an award or gift.
Employment Outcomes: An introduction to an employer or CV support does not guarantee employment or a specific job offer. CHL cannot guarantee or control an independent employer's hiring decisions, workplace conduct, or professional standards.
14. What Members Can Expect From CHL
Subject to applicable law, our Terms and the nature of the relevant service, members can expect:
To be treated with dignity, respect and fairness by CHL, and for CHL to set appropriate conduct expectations for its community.
CHL will not tolerate unlawful discrimination, harassment or victimisation and may act where concerns are reported or identified.
Privacy and confidentiality regarding personal information, subject to clear, lawful exceptions.
Clear information about our services and their boundaries.
Reasonable and proportionate consideration of safeguarding concerns raised with CHL.
Reasonable adjustments to access our services where legally required.
An appropriate complaints process and direct information about significant decisions that affect their membership.
This policy does not create separate contractual benefits beyond what is explicitly agreed in our core Membership Terms.
15. Member Responsibilities
To protect our shared space, membership comes with the responsibility to:
Treat other members, visitors, and CHL personnel with respect and courtesy.
Follow our community rules, event guidelines, and core Membership & Website Terms.
Respect the privacy, personal boundaries, and confidential information of others.
Provide us with information that is reasonably accurate, true, and sufficiently complete, and notify us of material information relevant to your support, eligibility or safety.
Attend scheduled sessions on time or cancel bookings appropriately.
Use our services, tools, and platforms only for their intended, lawful purposes.
Adhere to all age restrictions, venue safety rules, and staff safety instructions.
Holding a membership does not give you authority or management rights over CHL staff, volunteers, or other members. If you withhold essential details or provide misleading information, this may affect CHL's ability to provide the relevant service safely or appropriately. This does not reduce our statutory safeguarding duties.
16. Equality, Diversity and Inclusion
We believe everyone should be able to participate fairly. In line with the UK Equality Act 2010, we do not tolerate unlawful direct discrimination, indirect discrimination, harassment, or victimisation against anyone based on the nine protected characteristics: age; disability; gender reassignment; marriage and civil partnership; pregnancy and maternity; race; religion or belief; sex; and sexual orientation.
While CHL cannot guarantee that inappropriate or discriminatory conduct will never occur, we take reports seriously and may take reasonable and proportionate action in response.
17. Accessibility and Reasonable Adjustments
We aim to make our website, digital platforms, communications, online groups, booking systems, private support sessions, and community events reasonably accessible. If you encounter a barrier, please let us know so we can consider what reasonable steps may help address it.
If you have a disability or specific access need, you can request a reasonable adjustment by emailing us at admin@clarityhouselondon.com. Examples of adjustments we can explore include providing alternative document formats, alternative communication methods, adjusting participation arrangements, and assessing physical event accessibility.
We consider every request individually. We may ask you for enough basic information to help us understand the barrier you face, but we will not routinely demand medical evidence where it is unnecessary. If your exact request is not practical, we will try to propose a workable alternative. Where the Equality Act requires CHL to make a reasonable adjustment, the disabled person will not be required to pay the costs of that adjustment. We cannot promise universal accessibility across every external venue or third-party platform.
18. Privacy, Records and Social Media
Record Keeping: To support appropriate service administration, safeguarding and accountability, we may securely record safeguarding concerns, formal complaints, reasonable adjustment requests, community incidents, and general member communications. All record-keeping and data processing are handled in accordance with our Data Protection, Privacy & UK GDPR Notice and applicable law.
Your Personal Recordings: You should not record or capture private support sessions, private group discussions or confidential conversations involving others without appropriate permission, unless there is a lawful or otherwise legitimate reason for doing so.
Social Media Boundaries: Our public social media channels are not secure or confidential support channels. Please avoid posting private, sensitive, or personal safety information publicly. Where you need to discuss private support matters, please use an appropriate private CHL communication route.
19. Raising a Concern or Safeguarding Issue
Please raise the concern with CHL as soon as reasonably practicable. If there is immediate danger, contact the appropriate emergency service instead.
To report an issue to CHL, email: admin@clarityhouselondon.com.
CHL will consider safeguarding and safety reports received and determine what response, if any, is reasonable and proportionate in the circumstances. Serious concerns may require action before an ordinary complaint process has concluded.
20. Complaints, Feedback and Compliments
You may raise a complaint about CHL's services, decisions, personnel, administration, or CHL's role in an interaction with a partner, including CHL's handling of, involvement in, or response to concerns involving an independent partner.
To submit a complaint, a suggestion, or a compliment, please email us at admin@clarityhouselondon.com. We may use anonymised themes and trends from feedback to help us improve our services. While we consider suggestions, we cannot promise every piece of feedback results in operational changes.
21. Our Public Complaints Process
Our complaints process is structured as follows:
	Stage
	Target Timeline
	Description / Details

	1. Raise Concern
	Immediate
	Submit your complaint in writing to admin@clarityhouselondon.com.

	2. Acknowledgement
	Within 2 working days
	We aim to acknowledge your complaint quickly to let you know it has been received.

	3. Review & Enquiry
	Ongoing
	We review the available information fairly and, where appropriate, seek details from relevant people.

	4. Final Outcome
	Within 20 working days
	We provide a substantive response explaining conclusions, subject to confidentiality and safeguarding.

	5. Internal Review
	Final Step
	If eligible, you may request an internal review which normally concludes CHL's internal complaints process.



22. Complaint Timescales
We work hard to address issues promptly:
Acknowledgement Target: We aim to acknowledge your complaint within 2 working days of receipt.
Substantive Resolution Target: We aim to provide a full, substantive response or resolution within 20 working days, where reasonably practicable.
Complex Delays: If a complaint is complicated—such as cases involving complex safeguarding matters, extensive third-party enquiries, staff absences, or detailed investigation needs—we will inform you of the delay and, where reasonably practicable, provide an updated expected timeframe.
When resolving service or operational complaints, we focus on practical community solutions; we do not promise specific internal disciplinary actions or specific staff outcomes.
23. Complaint Review / Appeal
If you are dissatisfied with our initial complaint response, you may request a single, proportionate internal review.
An internal review is available under specific circumstances:
Clear material information was overlooked in the initial enquiry.
Our stated complaint procedure was not followed.
The outcome was materially unreasonable based on the information available at the time.
Significant, highly relevant new information has become available that could change the outcome.
Requests for review should be made within a reasonable period after receiving the outcome. To request a review, email admin@clarityhouselondon.com, stating which of the grounds apply. Wherever reasonably practicable, your review will be evaluated by another appropriate person who was not the original decision-maker. The internal review will normally conclude CHL's internal complaints process.
24. No Retaliation
CHL will not disadvantage a member merely because they have raised a concern or complaint in good faith, requested a reasonable adjustment, voiced an equality issue, exercised a data protection right, or provided feedback.
This protection does not cover conduct that is deliberately abusive, malicious, threatening, or knowingly false. If a complaint is evaluated and remains unsubstantiated, or if you disagree with a CHL decision, we do not automatically view your complaint as malicious.
25. Restricting or Ending Access
To protect members, personnel and the proper operation of our services, we must occasionally make choices regarding eligibility. We reserve the right to temporarily pause, restrict, or permanently end your membership or access to specific services where it is reasonably necessary.
Circumstances that may lead to restrictions include:
Serious or repeated abusive behaviour, hostility, or threats toward others.
Severe or persistent violations of professional or personal boundaries.
Harassment, stalking, fraud, financial exploitation, or serious or repeated misuse of CHL services or platforms.
Clear evidence of age ineligibility or failure to verify age for restricted spaces.
Repeated, material breaches of our core Membership Terms & Conditions.
Circumstances where CHL cannot safely or appropriately provide the requested non-clinical service.
Wherever it is safe, appropriate, and practical to do so, we will explain our decisions and ensure our actions remain reasonable and proportionate in the circumstances.
26. External Escalation
Depending on the nature of your concern, external routes may also be available:
Data Protection & Privacy: If you believe we have handled your personal data unlawfully, you can raise the matter with the Information Commissioner's Office (ICO).
Independent Professionals: If you have a complaint regarding an independent, regulated professional or partner who was signposted by CHL, you should direct your concern to that specific provider or their respective professional regulatory body.
Safeguarding: Safeguarding concerns may, where appropriate, be referred to the relevant local authority safeguarding service or another appropriate statutory body.
Criminal Conduct: Where criminal conduct is suspected, a person may contact the police or another appropriate authority. Immediate danger should be reported to the relevant emergency service.
27. Our Liability Limits
Clarity House London provides non-clinical community and emotional support. Personal and professional outcomes may depend on individual circumstances, choices and engagement.
No Guarantees: The information, guidance, peer support, and tools we offer do not guarantee a specific personal, emotional, or health result. We do not guarantee jobs, relationship success, specific compatibility, financial outcomes, or the receipt of grants or community gifts.
Third Parties: Independent partners, employers and external venues are responsible for their own acts, omissions and services to the extent provided by law.
Lawful Protection: Nothing in this Policy excludes or limits any liability or legal right that cannot lawfully be excluded or limited.
28. Relationship With Other CHL Documents
This Policy should be read alongside the following core public terms:
Membership & Website Terms and Conditions
Data Protection, Privacy & UK GDPR Notice
Cookie & Tracking Technologies Policy
29. Contact Us
For any questions about this policy, to request a reasonable adjustment, or to report a safeguarding or complaint concern, please contact us:
Organisation: Clarity House London
Email Contact: admin@clarityhouselondon.com
Postal Address: 483 Green Lanes, London, N13 4FG, United Kingdom
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