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The Town House Dental Practice @
Complaints Procedure

At The Town House Dental Practice, we are committed to providing the highest possible standard
of dental care and service. We value patient feedback and take all complaints seriously. Every
complaint is treated with courtesy, efficiency, and in confidence, and we use the experience to
continually improve our care.

We will never discriminate against any patient who raises a concern or complaint.

Responsible Roles

Responsible Person:

Cara Quilty, Operations Manager

The Responsible Person ensures that this complaints procedure is followed correctly, that all
complaints are investigated fairly and promptly, and that appropriate actions are taken in response.
Clinical Advisor:

Peter Bell, Practice Owner / Principal Dentist

The Clinical Advisor provides professional clinical input during investigations involving treatment or
clinical decision-making and ensures that clinical standards are maintained.

Making a Complaint

If you are dissatisfied with any aspect of our care or service, please let us know as soon as
possible so that we can address your concerns promptly.

Complaints may be made:
e \Verbally —in person or by phone
e |n writing — by letter or email
e By a representative — on behalf of a patient, with their consent
We will also make this policy available in alternative formats or languages upon request to ensure
accessibility for all patients.
Contact Details
Tunbridge Wells Practice
Complaints Manager: Jade Whitehead
16 Newton Road, Tunbridge Wells TN1 1RU
Tel: 01892 616062
Email: pm.tw@townhousedentalpractice.co.uk
Brighton & Hove Practice

Complaints Manager: Hancel Roca
10 Matlock Road, Brighton BN1 5BF
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Tel: 01273 553317
Email: pm.b@townhousedentalpractice.co.uk

If a Complaints Manager is unavailable, we will take brief details of your concern and arrange a
convenient time to discuss the matter further.

How We Handle Complaints

1.

Acknowledgement
We will acknowledge receipt of your complaint in writing within 3 working days.

Investigation
The complaint will be fully and impartially investigated by the Complaints Manager, in
consultation with relevant staff and, where appropriate, the Clinical Advisor.
Progress Updates
If the investigation takes longer than expected, we will contact you at least every 10 working
days to explain the delay and confirm the expected completion date.
Response
We aim to provide a full written response within 10 working days of acknowledgement, or as
soon as reasonably possible thereafter.
Our response will:
o Address each concern you raised
o Explain our findings and any contributing factors
o Offer an apology, where appropriate
o Outline practical solutions or remedies, which may include:
m Replacement or correction of treatment
m Refund of fees paid
m Referral for specialist advice or care
m Other appropriate resolutions
Meeting
You will be offered the opportunity to discuss our findings and outcomes in person or by
telephone.
Confidentiality
All complaints are handled confidentially. Records are kept securely and are only accessible
to those involved in the investigation. Complaint records are retained for a minimum of two
years.
Learning and Improvement
All complaints are reviewed regularly by the Responsible Person and Clinical Advisor to
identify learning outcomes. Trends are analysed annually to support staff training and
improve the quality of care.

Staff Training



All team members receive regular training in handling patient concerns and understanding
this complaints procedure.

If You Remain Dissatisfied

If you are not satisfied with our response, you may escalate your complaint to one of the following
organisations:

For private dental treatment:

e Dental Complaints Service (DCS)
Stephenson House, 2 Cherry Orchard Road, Croydon CR0 6BA
Tel: 0345 222 4141
Website: www.dentalcomplaints.org.uk

For NHS dental treatment (if applicable):

e NHS England — South East
Email: england.contactus@nhs.net (mark FAO: South East Complaints)
Tel: 0300 311 2233
If you remain dissatisfied after NHS England’s review, you may contact the Parliamentary
and Health Service Ombudsman at 0345 015 4033 or www.ombudsman.org.uk

Other regulatory bodies:

e General Dental Council (GDC) — regulates dental professionals
Tel: 020 7167 6000
Email: information@gdc-uk.org
Website: www.gdc-uk.org

e Care Quality Commission (CQC) — regulates dental services in England
Tel: 03000 616161
Website: www.cqc.org.uk

Review

This Complaints Procedure is reviewed annually by the Responsible Person and Clinical Advisor to
ensure compliance with current regulations and best practice guidance.
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