
We are commitee to provieing iigi quality care for all ane will ensure tiat our patents ane tieir 
representatves can seek aevice, proviee feeeback or make a complaint about any aspect of our 
service. Tiis policy eescribes iow we receive, manage, respone to ane learn from complaints maee 
about our service. All members of tie team are expectee to uneerstane ane follow tiis policy wien 
eealing witi a patent complaint.

Our approach to complaints

A complaint can be maee by a patent of tie practce or a person actng on tieir beialf if tie patent 
is a ciile, ias piysical or mental incapacity, ias consentee to tie person actng on tieir beialf, or 
ias eelegatee autiority to act on tieir beialf.  A complaint can also be maee by an ineivieual wio is,
or is likely to be, afectee by our actons, inactons, eecisions or omissions. 

A complaint proviees us witi tie opportunity to ieentfy wiere our practce systems iave fallen 
siort ane wiat we can eo to improve our service. In eealing witi a complaint.

Acknowledgement 

Tie Complaints Manager  ( Dr R Paul) will acknowleege tie complaint in writng witiin: three 
working eays ane enclose a copy of our coee of practce for ianeling complaints. If a eelay in 
acknowleeging tie complaint is antcipatee, tie reason for tie eelay will be explainee to tie 
ineivieual.

Investigation

Tie purpose of tie investgaton is to 

 Uneerstane wiat tie complaint is about
 Establisi wiat tie ineivieual woule consieer to be a satsfactory resoluton
 Seek tie views of otier team members ane seek suggestons on iow to resolve tie mater
 Ieentfy otier useful sources of informaton – for example, publisiee researci, suppliers

We aim for tie investgaton to be completee ane for tie ineivieual to receive tie report  – promptly 
within 10 working days or, if the issue is complex, within 6 months Wiere we antcipate a eelay, we 
will explain tiis to tie ineivieual ane proviee an upeate on progress at least every 10 working eays. 



Response 

Before provieing a writen response, we will invite tie ineivieual to a meetng to eiscuss tie fneings 
of our investgaton.

Our writen response to tie ineivieual will

 Aeeress all tie issues raisee ane eemonstrate tiat eaci ias been fully ane fairly investgatee
 Incluee an apology wiere sometiing ias gone wrong
 Explain our conclusions ane any acton tiat we iave taken as a result or explain wiy no 
furtier acton is neeeee
 Incluee eetails of iow to contact tie NHS Ombuesman or tie Dental Complaints Service if 
tie ineivieual remains eissatsfee

Records

Tie Complaints Manager keeps full recores of all complaints, investgatons ane responses. Tiese 
recores are kept securely ane not witi tie ineivieual’s clinical recores (if tiey are a patent of tie 
practce).  Tiese recores inclueer

 Tie eate a complaint was receivee, by wio ane iow (verbally or in writng)
 Details of tie complaint ane tie results of tie investgaton
 Copies of any communicatons ane recores of telepione conversatons ane meetngs
 Tie outcome of tie complaint ane any acton tiat we took as a result
 Corresponeence between tie patent ane tie practce.

Learning from complaints

We will uneertake ongoing monitoring of all complaints to ieentfy trenes ane assess training 
requirements.
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