[CLINIC_NAME]   /   GOVERNANCE
Complaints handling
This policy provides accessible complaint handling without disadvantaging a patient’s care. It distinguishes general service targets from specific data-protection obligations.
CLINIC TEMPLATE   /   PERSONALISE AND APPROVE BEFORE USE
	Document control
	Local record

	Clinic and owner
	[CLINIC_NAME] / [DOCUMENT_OWNER]

	Local version and status
	[LOCAL_VERSION] / Draft until genuinely approved

	Reviewer and approval
	[REVIEWER_ROLE_NAME] / [APPROVER_NAME_DATE]

	Effective and next review
	[EFFECTIVE_DATE] / [REVIEW_DATE]


Scope and accountability
The clinic owner allocates this policy to a named lead and ensures cover. Each person follows the approved arrangements within their role and raises a concern when a written step cannot be followed safely. This policy applies only to the services recorded below.
Decisions to complete before adoption
	Field to complete
	Verified detail or record

	Public contact methods and accessibility support
	[ENTER DETAILS]

	Complaint handler independent review and conflict route
	[ENTER DETAILS]

	Locally approved acknowledgement and response targets
	[ENTER DETAILS]

	Data protection complaint owner and procedure
	[ENTER DETAILS]

	Verified external options and eligibility
	[ENTER DETAILS]


Draft template. Replace all prompts, check the written arrangements against actual practice and record genuine local approval. G02 contains the approval and change process. Annual document review is a suggested baseline; review sooner after material changes or incidents.
Working policy
Receive and protect care
Accept verbal and written concerns, including those raised online. Thank the person for raising the issue, establish what matters to them and offer an accessible secure way to continue. Confirm representative authority where needed. Do not debate clinical details publicly or remove appropriate ongoing care because someone complains.
Assess urgent risks first
A complaint can reveal a complication, incident, safeguarding issue or data breach. Arrange care and apply the relevant policy in parallel. Preserve the relevant records and inform the appropriate lead. A complaint target must never postpone urgent review or a statutory notification.
Acknowledge and investigate
Record the date received, scope, desired outcome, handler and communication preference. The clinic may adopt a three-working-day acknowledgement and twenty-working-day response target, but must enter its actual targets and explain delays. These general service targets are suggestions, not universal legal deadlines. Use a reviewer without an avoidable conflict, including an external person where a sole practitioner is the subject.
Data protection complaints
Give people a way to complain about personal-information handling. Under current ICO guidance, acknowledge within 30 days of receipt and take appropriate enquiries, updates and outcome steps without undue delay. The clock starts the following day; a final weekend/public-holiday deadline moves to the next working day. Apply the shorter approved service target where possible. A subject access request follows separate rules. R04 uses a conservative 30-calendar-day flag and does not extend for holidays. [S09 S10]
Respond and review
Give a plain-language response with findings, relevant explanation, apology where appropriate, actions and available review options. Clinical findings need competent clinical review. Signpost actual external routes: ICO for data matters, relevant professional regulator for fitness concerns and an adjudication scheme only if the clinic is eligible or subscribes. CQC receives information about relevant registered services and does not resolve individual complaints for the patient. Verify routes rather than promising an ombudsman service that does not apply.
Implementation and evidence
Use F04 for the full complaint file and R04 Complaints as the secure index. Link corrective actions to R01. Keep complaint handling records separate from clinical notes, adding a clinical cross-reference where care is affected.
	Stage
	Local target and evidence

	Acknowledgement
	[ENTER TARGET AND DATE SENT]

	Investigation and response
	[ENTER TARGET UPDATES AND RESPONSE REFERENCE]

	Independent review
	[ENTER REVIEWER ELIGIBILITY AND ROUTE]

	Action effectiveness
	[ENTER VERIFIED OUTCOME AND LEARNING]


Monitoring and approval
Review complaint themes, delays and repeated problems. Any proportionate restriction on abusive contact must preserve access to a substantive response and necessary care. Obtain competent review of the actual complaint procedure, contract terms and external routes.
	Field to complete
	Verified detail or record

	Monitoring owner frequency and evidence location
	[ENTER DETAILS]

	Staff briefing and implementation evidence
	[ENTER DETAILS]

	Reviewer qualification and unresolved issues
	[ENTER DETAILS]

	Approver decision signature and actual date
	[ENTER DETAILS]


Sources and related tools
Significant claims are linked to S09 S10 S18; F04 F05 R01 R04. Full source titles, URLs, claim classifications and the 10 November 2026 verification date are in E01. Recheck at adoption. Use G02 for document control and R01 for actions and current versions.
P08   /   Template edition 5.0   /    of 
[CLINIC_NAME]   /   Local version [LOCAL_VERSION]




