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Praoti'ooCom;plaints Proeedtlre - Information for Patre:nts

At the ChurQ'h End Dental Ol'inic, we aim to provide treatment ethically and honestly to the
best of eur knowl~d'leanQtiHJlIity.
How.ever, If yo.y have a C0fiYlplaint or concern about the service you heave received from
ttle de.fl1tist.sor any gf the staff working in this praotice" please let us know.
We operate an in",hotJse practice comf)laints procedure.
Our cornpJaint system adheres to national criteriia.

Ho''W to C~·m·Q\I~"n,-..M .v,, V:: ".... _.,:~ , ..

Weh·o'~.e tnat most pr<Yblems can be sorted out e.a-gUyand Quiokly, at the time they arise
and with the person coneemee, If your problem cannot be sorted in this way and you
wi'sh to M'Bikea complaint, we would li'ke you to let us know as soon as possible - ideaHy,
within a matte·r of days or at most a few weeks - because this will enable ws to estabnsn
what ~af.)pened most easfly. If it is not possible to do that, please let us have details of
your COA1p\ratnt:

• withi'n 6 montihs of the incident that caused the pr0blem; or
• wlth;in 6 months of discovering that you l'1'a1\:I'e a problem, provided thrsis within 12

months· of the in:cident.

QQfniliJl'atnts Cl!bout the tre·atment you recei,ved should be/'!lllade to the dentist who
nlilrrnany sees you. Alternatively, you may aSK fo.r an appointment for < > in arder to
disclJss your concerns. He/She will eXpla1rl the G@mp~aints procedure to you and wUI
ensure that your concerns are dealt with promptlry. It will. help if you are as clear as
p.ossible about your eemotatnt,

What We ShaM Do
We sha11 ackflowledge your complaint within 3worftingttays 8111:d·aJrtlto,~~~~IOO'ked into
your cornplraintwi'thin 6 months et.tne CI'atewhe:n.Y(:ll!J:nj.iise·ditWi~hl(J$. "~~;'S:h'8Uthen be
in a posiUon to give you an ex~lanation, or offeuili,meeting With.tt::tose·il'1·\j~tved.

In inve:stigating your eomelemt, we shall aim to:
• find out what happened and what went wrong
• ena!bl:eyou to d!iscuss tn'eprobl'em with thoseeonoerned, if you wo~iJJ'ldlik\e this;
• ensure you receive an apology, where this rs aplJropriate;
• identify what we can do to make SUP-€!the pr@'.bl.emdoes not happen, again.
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Plea:seflote tflat we keep stri'cUy to tile rules of confidential.ity. ~fyou· are cQffipI8;ifllf.lig·on
be'half&f someone else, we have to knowth.atyo.u have the permission toee so. A note
signed by the persen concerned wjn be Ae.etJie;d,unles,$ th'at are inC8JilableQf providing
this be'eaus:e of physiea'lo;r mental illness or are a chHd under 16 years.
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We hope tnat, if you have a problem, you will make use of our in-house practice
complaints procedure. We believe this will provide the best chance of putting right
whatever has gone wrong and an opportunity to improve our oracnce. However this does
not affect your right to complain to the Dental Complaints Service, if you feel you cannot
raise your cemptalnt with us or you are dissatisfied with the result of our investigation. If
you wlsh further advice you s-hould contact:

Dental Compl,aints Service
The Lansdowne Building
2 Lansdewne Road
Croydon
CRs) 2ER
Tet. 08456120540
E-mail: info@dental comotalnts.org.uk

You may also. like to contact The General Dental Council for more advice:

The General Dental Council
37 Wimpole Street
London
W1M 8DQ
Tel. 020 7887 3800
E-mail: Complaints@gdc-lL~M~

For those patients who have a complaint regarding treatment they have received under
the NHS can also contact the Primary Care Trust, Patient Advice Uason service, Health
Ombudsman or the Care Quality Commission:

NHS NORTH CENTRAL LONDON
steonenson House
75, Hampstead Road
London NW1 2PL
Tel: 0207 6856300

CARE QUAUlY COMMISSION
National Customer Service Centre
Citygate
sanowgste
Newcastle-upon-Tyne NE14PA
Tel: 03000616161

.~
PATIENT ADVICE UASON SERVICE (P.A.L.S)
;Jasqiloor, o,j>tj88 "Ii•Fbi ".aKe••8e ••tre
.giVe'Fe Q9.M~~it:Jlle3pi~61
iWFRti8h' 91dUel" 61
ig~rn8re
h4iffaleJCk "IAS 8;1(8
Tel8:@'8S'S87 717B
Website: www.pals.nhs.uk

HEALTH OMBUDSMAN SERVICE
Tel: 03450154033


