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Code of Practice for Patient Complaints ﬁ/

At The Town House Dental Practice, we always aim to provide excellent care. We welcome
feedback from patients and take all complaints seriously.

If you have a concern or are unhappy with any aspect of our service, please let us know as soon as
possible so that we can put things right.
How to Make a Complaint
You can make a complaint:
e In person
e By phone
e |n writing or by email
e Through a representative, with your consent

Tunbridge Wells:
Jade Whitehead, Practice Manager

Tel: 01892 616062 | Email: pm.tw@townhousedentalpractice.co.uk

Brighton & Hove:
Hancel Roca, Practice Manager

Tel: 01273 553317 | Email: pm.b@townhousedentalpractice.co.uk

What You Can Expect From Us

When you make a complaint, we will:
1. Acknowledge your complaint within 3 working days.
2. Investigate fully and fairly, involving relevant staff and the Clinical Advisor where appropriate.
3. Keep you updated every 10 working days if the process takes longer.

4. Provide a full written response, usually within 10 working days, clearly explaining our
findings.

5. Offer to meet with you to discuss our response and possible solutions.

6. Offer an apology and practical resolution where appropriate; this may include replacing
treatment, refunding fees, or referral for specialist advice.

7. Keep all details strictly confidential and securely stored.
8. Treat you with respect at all times.

9. Learn from your feedback to improve our services.
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If You are Still Unhappy

If you’re not satisfied with our response, you can contact:
e Dental Complaints Service (DCS) — 0345 222 4141
e General Dental Council (GDC) — 020 7167 6000
e Care Quality Commission (CQC) — 03000 616161

e For NHS treatment (if applicable): NHS England, or the Parliamentary and Health Service
Ombudsman (0345 015 4033)



