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Appendix 1 Template of acknowledgement letter

Complaints handling policy (NHS treatment)

Code of practice for patient complaints
In this practice we take complaints very seriously and try to ensure that all our patients are pleased with their experience of our service. When patients complain, they are dealt with courteously and promptly so that the matter is resolved as quickly as possible. This procedure is based on these objectives.

Our aim is to react to complaints in the way in which we would want our complaint about a service to be handled. We learn from every mistake that we make and we respond to patients’ concerns in a caring and sensitive way.

1.
The person responsible for dealing with any complaint about the service which we provide is Sheilagh Cooper (Complaints manager).

2.
If a patient complains by telephone or in person, we will listen to their complaint and offer to refer him or her to the Complaints Manager immediately. If the Complaints Manager is not available at the time, then the patient will be told when they will be able to talk to the Complaints Manager and arrangements will be made for this to happen. The member of staff will make a written record of your complaint and provide the patient with a copy as well as passing it on to the Complaints Manager. If we cannot arrange this within a reasonable period or if the patient does not wish to wait to discuss the matter, arrangements will be made for someone else to deal with it.

3.
If the patient complains in writing or by email it will be passed on immediately to the Complaints Manager.

4.
If a complaint is about any aspect of clinical care or associated charges it will normally be referred to the dentist concerned, unless the patient does not want this to happen. 
5.
We will acknowledge the patient’s complaint in writing (usually in the form it is received) and enclose a copy of this code of practice as soon as possible if the patient requires, normally within 5 working days. Appendix 1  We will offer to discuss the complaint at a time agreed with the patient, asking how the patient would like to be kept informed of developments, for example, by telephone, face to face meetings, letters or e-mail. We will inform the patient about how the complaint will be handled and the likely time that the investigation will take to be completed. If the patient does not wish to discuss the complaint, we will still inform them of the expected timescale for completing the process.

6.
We will seek to investigate the complaint speedily and efficiently and we will keep the patient regularly informed, as far as reasonably practicable, as to the progress of the investigation. Investigations will normally be completed within 20 days .
7.
When we have completed our investigation, we will provide the patient with a full written report. The report will include an explanation of how the complaint has been considered, the conclusions reached in respect of each specific part of the complaint, details of any necessary remedial action and whether the practice is satisfied with any action it has already taken or will be taking as a result of the complaint. 

8.
Proper and comprehensive records are kept of any complaint received as well as any actions taken to improve services as a consequence of a complaint

9.
If patients are not satisfied with the result of our procedure then a complaint may be referred to: 

· Parliamentary and Health Service Ombudsman, Millbank Tower, Millbank London SW1P 4QP, telephone: 0345 015 4033 or www.ombudsman.org.uk email on phso.enquiries@ombudsman.org.uk 

· NHS England email - england.contactus@nhs.net Phone 0300 3112233
· PAL’s  Patient Advise and Liaison service PRH Hospital 01952 641222 . 

· The Dental Complaints Service, The Lansdowne Building, 2 Lansdowne Road, Croydon, Greater London CR9 2ER, 08456 120 540 or www.dentalcomplaints.org.uk for complaints about private treatment.

· The General Dental Council, 37 Wimpole Street, 

· NHS Independent Complaints Advocacy service.

      Helpline 0300 330 5454     http://nhscomplaintsadvocacy.org/
Arrangements for the handling and consideration of complaints


The arrangements for dealing with complaints must ensure that:

(a) Complaints are dealt with efficiently

(b) Complaints are properly investigated

(c) Complainants are treated with respect and courtesy

(d) Complainants receive, so far as is reasonably practical —

(i) Assistance to enable them to understand the procedure in relation to complaints

 or

(ii) Advice on where they may obtain such assistance

(e) Complainants receive a timely and appropriate response

(f) Complainants are told the outcome of the investigation of their complaint

(g) Action is taken if necessary in the light of the outcome of a complaint.

             From 1st April 2009, if complainants are not content with the outcome of their complaint at local level, they will be able to ask the Health Service Ombudsman to independently review their case. 

Definition of a complaint 


A complaint may be made orally or in writing or electronically.


A complaint is an expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the organization or its staff affecting an individual. Examples of complaints include:

Failure to provide a service at the right time or to the standard expected of the service. 


Dissatisfaction in answering a query or responding to a request for a service. 


Failure to follow the Service’s agreed policy, orders or procedures. 


Failure to take proper account of relevant matters in coming to a decision. 


Discourteous or dishonest behavior by a member of staff. 

A complaint may be deemed as informal when it can be resolved within 2-3 days a record of all informal complaint will be kept and any learning embedded within the service.  


People will be able to use the health and social care complaints procedure for any matter reasonably connected with the exercise of an NHS body or the local authority exercise of its social services functions. This deliberately allows for complaints about a very wide range of issues.


If someone is unsure whether their complaint falls within the scope of the new arrangements, their local health organisation or local authority social services department should provide advice.

Responsibility for complaints arrangements
The Local Authority Social Services and National Health Service Complaints (England) Regulations 2009 require:


organisations to designate a ‘responsible person’ to be responsible for ensuring compliance with the arrangements made under these Regulations and, in particular ensuring that action is taken if necessary in the light of the outcome of a complaint; and


a person, in these Regulations referred to as a complaints manager, to be responsible for managing the procedures for handling and considering complaints in accordance with the arrangements made under these Regulations.

The responsible person is the person who acts as the complaints manager in this case the practice principal Mr Ben Coleyshaw.

The Complaints Manager is responsible for:  Ben Coleyshaw / Sheilagh Cooper 
· Managing the complaint from start to conclusion

· Ensuring that target dates and deadlines are achieved 

· Managing maintaining suitable records providing training and support to staff in handling complaints and investigations, including assistance with drafting responses 

· providing induction training to new members of staff

· arranging annual workshops for staff to reflect on and learn from recent past complaints

· ensuring conciliation is available to complainants and practitioners, if required 

· ensuring the recommendations made by the Health Service Ombudsmen are implemented

All staff are responsible for knowing where to access the complaints policy or relevant information. (e.g. Line manager, complaints manager, intranet)

Who Can Make a Complaint?


A complaint may be made by a person who receives or has received services from a responsible body or any person affected by or likely to be affected by the action, omission or decision of the NHS body, independent provider or local authority that is the subject of the complaint.  


Someone acting on behalf of another person may make a complaint on behalf of that person, where that person is unable to make the complaint themselves or has asked the person to make the complaint on their behalf. 

            Where the person is unable to make a complaint themselves, the representative will need to have or have had sufficient interest in their welfare, and be an appropriate person to act on their behalf.


Where a representative makes a complaint on behalf of a child or a person who lacks capacity within the meaning of the Mental Capacity Act 2005, the practice:

(a) must not consider the complaint unless it is satisfied that there are reasonable grounds for the complaint being made by a representative instead of the child and acting in the best interest of the person on whose behalf the complaint is made

(b) if it is not so satisfied, must notify the representative in writing and state the reason for its decision.

Patient Confidentiality


Any information disclosed about the patient is confined to that which is relevant to the investigation of the complaint, and is only disclosed to those people who have a demonstrable need to know it for the purpose of investigating the complaint.

           If the patient objects to this, then the effect on the investigation will be explained.  The    patient’s wishes will be respected, unless there is overriding public interest in continuing with the matter.


Where a complaint has been made on behalf of a patient who has not authorised someone to act for him/her, care will be taken not to disclose personal health information to the complainant, unless the patient has expressly consented to its disclosure.

Tips for dealing with complaints for all staff 

The following tips may seem obvious, but they are frequently highlighted by service users as things that concern them, and they serve as a useful reminder of how important it is to be friendly and polite and show empathy: 


Answer the phone or greet people as quickly as possible. 


Introduce yourself, so people know who they’re talking to. 


Take their name and contact details. 


Listen to what is being said – try not to interrupt. 


Ask clarifying questions to ensure that you understand the issue. 


Act on what the person tells you and offer a solution if you can. 


If you can’t help, find someone who can. 


If necessary, take the details and get back to the person promptly

Steps to take when handling a complaint

1. Acknowledge the person’s right to complain. 

2. Ensure that the complaint is assessed upon receipt, so that any concerns about a risk to the safe care of other patients can be identified promptly. 

3. Clarify what the person’s concerns are and manage expectations about possible outcomes to the investigation of the complaint. 

4. Consider the various options for resolving the complaint – for example, a meeting or reimbursement of costs. 

5. Ensure that the person is kept informed of progress throughout the life of the complaint. 

6. Confirm to the person what support is available to assist in making a complaint – for example, the Independent Complaints Advocacy Service (ICAS). 

7. Take statements from, and interview if necessary, those staff involved in the events leading up to the complaint. This should be done as soon as possible, so that events are still fresh in the memory. 

8. Where necessary, obtain clinical advice on the matters raised. This advice must have a high degree of independence – for example, by obtaining advice from the trust’s medical director or from a clinician at another trust

9. Ensure that any letters to the person making the complaint are written in plain English and are as free as possible of clinical or other technical terminology. 

10. Offer an apology if appropriate – Honest and appropriate- see Duty of Candour. 

11. Ensure that general learning is taken from specific complaints and is embedded into the system of care for the future. If the patient objects to this, then the effect on the investigation will be explained.  The patient’s wishes will be respected, unless overriding public interest in continuing with the matter
Annual NHS complaints report (NHS England)

All NHS complaints are reported annually to 

NHS Complaints England

Data collection is done on form KO41(b)complaints return

Data published 

www.hscic.gov.uk/pubs/nhscomplaints1314
Guidance notes are found at

www.hscic.gov.uk/datacollections/KO41b
Practice references are:-

Newport     764442/0005
	Happy Smiles Family Dental Policy                    Reviewed August 2025

	GDC Dental Standards.    5, 6, 7, 8, 9                  Next review August 2026  

	CQC Outcome Well led, responsive Effective



