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Also refer to:
 Equality and Diversity policy
 Human rights policy
 Record management policies
 Information governance policies
 Disciplinary policy
 Grievance policy
 Duty of Candour policy
 Accident and incident policy
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To operate an effective system for the management of patient complaints that leads to the identification of areas for improvement, lessons learned and drive positive change through negative input.
Complaints
In relation to complaints received, Skin Rejuvenated will demonstrate that they
 	Understands the importance of dealing effectively with complaints in a timely manner, as well as acknowledging and acting on feedback received
· Will ensure that all complaints are directed to the Responsible Individual
· Will reduce the workload by resolving verbal complaints to the complainant’s satisfaction in order to avoid a formal complaints process and, as it can be difficult to separate a complaint from a concern, this policy will be followed whenever dissatisfaction is clearly expressed
· Will acknowledge a complaint and offer a discussion about the handling of the complaint with the complainant within 3 working days of receiving a complaint
· Will keep the complainant informed if a response is delayed
· Has functional knowledge of how to deal with complaints which is equitably applied
· Considers the quality of care provided by putting themselves in the place of the patient and assessing their expectations for the service
· Reviews services and how they are delivered in relation to complaints and feedback received
· Makes changes where necessary or appropriate to improve services and the patient experience
· Monitors outputs from changes and developments as part of a continuous cycle of improvement
· Keeps accurate records and documentation for all complaints and feedback
· Provides access to information about how to make a complaint, the complaints process and timescales
· Understands statutory obligations in respect of the Duty of Candour and will follow the agreed policy and procedure
Compliments, Suggestions and Feedback
Skin Rejuvenated will ensure that services delivered are effective and responsive to the needs of patient by encouraging and welcoming feedback from patients about the service and their experiences.
Skin Rejuvenated will reflect on compliments, suggestions and other feedback received formally and informally depending on the content. A record of all compliments, suggestions and other feedback will be maintained, together with the register of complaints and will be reviewed on a regular basis 
Ways to complain: 
1. Direct to the Responsible Individual (Ruth Parker) in person, via email or phone
2. To CQC on 03000 616161 or enquiries@cqc.org.uk
3. To our external consultant: Rachel Spotswoode on 07437572601 or rachel@give-consulting.co.uk 
PROCEDURE
Summary of the Complaints Process
· When a complaint is received by Skin Rejuvenated, the Responsible Individual will endeavour to resolve the issue immediately (or within 24 hours) to the satisfaction of the complainant if it is within their role and realm of responsibility, or involve another colleague or 
more senior staff member if it is not within their role and realm of responsibility
· The Responsible Individual will explain the complaints process as described in the procedure steps, 
· If a complaint can be resolved to the complainant's satisfaction within 24 hours, it is not necessary to go through the formal complaints process
· If it cannot be resolved to the complainant's satisfaction within 24 hours, the complaint will be recorded as a formal complaint. If the complainant is not the patient, consent to investigate and resolve the complaint must be obtained from the patient  
· Acknowledgement of the complaint will be made to the complainant in writing within three working days detailing the complaint and that an investigation will be undertaken
· Where possible and appropriate, a discussion will take place with the complainant to understand their expectations and preferred outcome(s) and aim to manage their concerns to their preferred outcome(s), dependent on the nature of the complaint. An action plan and timescale will be agreed along with the complainant's preferred method of communication
· The complaint will then be investigated after which the complainant will receive a reply and response as agreed in the plan and a meeting offered if necessary and appropriate
· Should the complainant be dissatisfied with the response, further discussion and efforts must be made to resolve the complaint, including local mediation and arbitration where appropriate. 
· Where all attempts to resolve the complaint locally have been unsuccessful, details of the complaint will be provided to an external complaints service who will conduct a full unbiased investigation. The PHSO is not appropriate as we do not provide services on NHS/ those that are privately funded for treatment in NHS. 
Receiving a Complaint
A complaint can be received either verbally or in writing and can be made by:
· Patients
· Someone acting on behalf of a Patient with their written consent, for example a relative, advocate or Member of Parliament
Once a complaint is received, it must be managed using the formal process. Skin Rejuvenated will acknowledge the complaint in writing within three working days of the complaint being received. The acknowledgement is not required to 
address any of the issues relating to the detail of the complaint itself but is to advise and reassure the complainant that the matter will be investigated.
Investigating Complaints
Before beginning an investigation, Skin Rejuvenated will assess the seriousness of the complaint. If a complainant does not wish to pursue an issue, Skin Rejuvenated will investigate the issue to identify what led to the complaint so that they can use complaints as part of the learning and improvement cycle to assist in service improvement.
The complainant may be invited to meet with the Responsible Individual to discuss the complaint. This may be done face to face, online, or over the telephone if appropriate. It is important to establish, at the earliest opportunity, what outcome the complainant expects, and to let the complainant know whether this is a realistic and possible expectation.
 
Complaints can be made either by patients or by someone who is affected or likely to be affected, by the action, omission or decision of the responsible body that is the subject of the complaint. This means that potential complainants can be almost anyone, which in turn can present the risk of a vexatious complaint. 
Anonymous Complaints
Anonymous complaints received online via the company website or social media will be investigated in the same way as named complaints. They will be logged and any corrective action necessary will be taken and recorded and, if appropriate, the response will be displayed in reply to the complaint that appeared on Skin Rejuvenated website etc.
Vexatious Complaints
Occasionally, Skin Rejuvenated may receive complaints that are vexatious in that they cause considerable disruption to the work at Clinic, disproportionate cost and time to handle and impact the wellbeing of staff (because of the way the complaint is made or because of its repetitive nature).
Skin Rejuvenated will ensure that it meets the requirements of the Equality Act 2010 to make ‘reasonable adjustments’ for disabled customers. In some circumstances, customers may have a disability that makes it difficult for them to either express themselves or communicate clearly and/or appropriately. Where there is an indication that this may be the case, we will consider the needs and circumstances of the patient or complainant in the first instance and use this information to inform any decisions that are made.
Where appropriate, Skin Rejuvenated will consider complaints to be vexatious but would not label an individual complainant as vexatious. Even if we decide that an individual’s complaint about the service is vexatious, that does not preclude that person from making a formal complaint. Skin Rejuvenated would still consider any such complaints in line with the usual procedures.
To help decide whether a complaint is vexatious, Skin Rejuvenated will consider the full history and context of interactions with the individual making the complaint and will look at both the nature of the complaint and the manner in which it is made. The particular issues that will inform a decision will include whether:
· The primary purpose and/or effect of the complaint is to disturb, disrupt and/or pressurise, its staff or an individual member of staff
· The primary purpose and/or effect of the manner in which the complaint is made is to disturb, disrupt and/or pressurise its staff or an individual member of staff       The complaint is otherwise clearly unreasonable
The Responsible Individual will consider the complaint, seek external advice if appropriate, and will either declare the complaint as being vexatious, or not. Where a complaint is not deemed to be vexatious it will be returned to the appropriate point in the complaints handling process.
If a complaint is deemed to be vexatious, The Responsible Individual will respond directly to the complainant explaining why it is thought to be so and explain that the complaint will be closed with no further action. The Responsible Individual will also consider if the making of a vexatious complaint also requires the application of a restriction on communication following unreasonable behaviour.
The decision to declare a complaint as vexatious will be recorded in the complaints register for future reference. Any declaration that refers to the specific complaint being vexatious and any further complaints from the same individual will still be considered.
If any individual wishes to challenge a decision made in relation to this policy, and all attempts to resolve the complaint locally have been unsuccessful, details of our external complaints service will be shared with the complainant.
The Complaints Register
This will contain all correspondence from each complaint received including the following:
· Details of the complaint including subject matter, date of receipt and method of receipt
· Date and method of acknowledgement
· Notes from any meetings with the complainant wherever possible agreed with the complainant by 
· Details of any reason for delay where investigations took longer than any agreed response period and evidence of keeping the complainant informed of any delay
· The date the response letter was sent to the complainant
· Changes or developments made in response to the complaint as a result of the complaints investigation, including how and when these were shared
· Learning from the complaint to improve quality of care
· Dates of formal complaints reviews
Where complaints are raised by telephone, the log will include the date and time of the call and the content of the conversation.
Complaints to be shared for learning purposes will be anonymised by removing all identifiable Patient   information or details and information pointing to the identity of the complainant.
Time Limits for Submitting a Complaint
Complaints will normally be made within 8 weeks after the incident that gave rise to the complaint, or from the time the complainant was made aware thereof. It is possible to extend this timescale if there are good reasons for the complainant not to have raised the matter sooner, and a fair investigation can be carried out.
Complaints Files and Records
A separate file will be kept for complaints records and letters. These must never appear in a Patient's electronic or paper medical records or that of a complainant who is not the patient who is a registered patient of the Clinic.
Any complaint resolved by the Practice via the formal complaints procedure will be kept on record for 10 years - the same length of time as for litigation cases. Skin Rejuvenated will comply with Data Protection legislation and General Data Protection Regulations in relation to complaint handling, recording, storing and archiving.
Suggestions
Suggestions can be made verbally or in writing using all the feedback and communication channels. These are usually made by patients or users seeking to improve the clinic, meet needs or respond to changes and trends.
Suggestions are not complaints. However, they will be recorded, reviewed and actioned to prevent any risk of a future complaint in relation to the suggestion 
made. Suggestions will be managed in the same way as other feedback and informal complaints and included in reports.
Compliments
Receiving compliments via feedback or ad hoc voluntary method is an opportunity to celebrate and recognise success. Skin Rejuvenated will ensure:                        Compliments will be anonymised, or permission sought from the patient before being published, put on display or shared via communication channels
· Numbers of compliments received are logged as with complaints and other feedback 
· Verbal positive feedback from patients will be recorded and shared. They can be asked if their compliments can be reproduced on a named basis with their consent, or anonymously
· Compliments, together with complaints, suggestions and other feedback, will be taken as a standing 
Audit and Evaluation
Skin Rejuvenated will record, monitor, review and analyse all complaints and other feedback received about the service as part of the Practice continuous improvement cycle to identify and inform performance, effectiveness, quality, safety and trends. Skin Rejuvenated will investigate or explore what has been received and act on the findings that emerge.
Skin Rejuvenated will:
· Review complaints, compliments and other feedback received, together with the outputs and outcomes from the management process, as a standing agenda item at the next monthly meeting. 
· Ensure that staff members are trained to deal with complaints, compliments, suggestion and feedback and understand the complaints procedure so that they can advise complainants with accuracy
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