The Private
Ear Clinic

Complaints Policy and Procedure

The Private Ear Clinic Ltd

Our Commitment

At The Private Ear Clinic Ltd, we are committed to providing high-quality, safe and compassionate care. We value
all feedback and recognise that complaints provide an opportunity to improve the services we provide.

We take all complaints seriously and will deal with them fairly, promptly, respectfully and confidentially. Making a
complaint will not affect the care or treatment you receive from us.

Who can make a complaint?

A complaint may be made by:

e apatient receiving our services;

e someone directly affected by the care or services we have provided;

e aparent, guardian or person with parental responsibility for a child;

e someone acting on behalf of a patient, provided they have the patient's written consent or legal authority
to do so.

Where consent is required before discussing a patient's personal information, we will request this before
progressing the complaint.

When should a complaint be made?

We encourage you to raise concerns as soon as possible so they can be investigated while events are still fresh.



Normally, complaints should be made:

e within 12 months of the incident; or
e within 12 months of becoming aware of the matter.

In exceptional circumstances, we may consider complaints outside this timeframe where there is a good reason for
the delay and it is still possible to investigate the complaint fairly.

How to raise a concern

Many concerns can be resolved quickly without the need for a formal complaint.

If you are unhappy with any aspect of your care or experience, we encourage you to speak to a member of staff at
the earliest opportunity. We will always try to resolve concerns promptly and informally where appropriate.

If your concern cannot be resolved immediately, or you would prefer to make a formal complaint, you may do so
in writing.

How to make a formal complaint

Please address your complaint to:

Mrs P. Stannard
Managing Director

The Private Ear Clinic Ltd
38 High Street
Wimborne

Dorset

BH21 1HT

Please mark correspondence Private & Confidential.

Email: info@private-ears.com

To help us investigate your complaint, please include:

e your full name and contact details;

e the patient's name (if different);

e the date and location of the appointment;

e  details of your complaint;

e the names of any staff members involved (if known);
e what outcome you are seeking.


mailto:info@private-ears.com

What happens next?

Once we receive your complaint:

e we will acknowledge it within 7 working days;

e your complaint will be reviewed by the Managing Director or an appropriate senior member of staff who
was not directly involved in the matter wherever possible;

e we may contact you if we require further information or clarification;

e we will carry out a fair and thorough investigation.

We aim to provide a full written response within 21 working days of acknowledging your complaint.

If the investigation is likely to take longer, we will keep you informed, explain the reasons for the delay and provide
an updated timescale.

Our investigation

Our investigation aims to:

e establish the facts;

e understand what happened;

e identify whether our standards of care or service were met;

e explain our findings clearly;

e apologise where appropriate;

e identify lessons learned;

e implement improvements where necessary to reduce the likelihood of similar issues occurring again.

Where appropriate, we will explain any actions taken as a result of your complaint.

Confidentiality

All complaints are handled confidentially and in accordance with the UK General Data Protection Regulation (UK
GDPR) and the Data Protection Act 2018.

Information relating to your complaint will only be shared with those who need it to investigate and respond
appropriately.



Learning from complaints

We record all complaints and regularly review them to identify trends, improve our services and enhance patient
safety.

Any learning identified will be shared with relevant staff and incorporated into our quality improvement processes
where appropriate.

If you remain dissatisfied
If you remain dissatisfied after receiving our final response, you may wish to seek independent advice or raise
concerns with the appropriate organisation.

The Care Quality Commission regulates healthcare providers in England. While it does not usually investigate
individual complaints or award compensation, it welcomes information about people's experiences of care, which
may help inform its inspections and regulatory activity.

You may also wish to seek independent legal advice if your complaint relates to negligence or compensation.



