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Complaint Handling Policy 

 
It is our aim to always have satisfied patients, to meet expectations of care and service and 
to resolve any complaints as efficiently, effectively and politely as possible. We take 
complaints very seriously, we investigate them in a full and fair way and take great care to 
protect your confidentiality. Each complaint, when resolved, is discussed with the team in 
order to learn and implement necessary changes to avoid further complaints.  
 
We will respond to patients complaints and concerns with care and in sensitive way.  
 
The protocol follows: 
 

1. The person responsible for dealing with any complaint is Marie Henderson who is the 
Complaints Lead.  

2. If the patient complains to the reception team, on telephone via letter or email, the 
complaint is acknowledged, and referred to Complaints Lead immediately. 
Arrangements are made to organize a meeting or conversation with Complaints Lead. 
If the complaint cannot be resolved this way, this is further referred to the dentist.  

3. If the complaint is about any aspect of clinical work, the dentist will address it 
immediately, unless patient does not wish for this to happen.  

4. We will acknowledge patients complain in writing and enclose the copy of the 
Complaints Protocol within 3 working days.  

5. We will seek to investigate the complaint within 10 working days of receipt to give an 
explanation of the circumstances which led to the complaint. We would ideally like to 
meet with the patient to discuss the complaint. If patient doesn’t wish to, we will 
attempt to call or write. If we are unable to investigate the event within 10 working 
days, we will notify the patient giving reasons for the delay and likely period within 
which the investigation will be completed.  

6. We will confirm the decision about the complaint in writing immediately after 
completing investigation.  

7. If the patient is dissatisfied with the result of our procedure, further complaint can be 
made to 
 

The Dental Complaints Service 
The Lansdowne Building 
2 Lansdowne Road 
Croydon 
Greater London  
CR9 2ER 

The General Dental Council 
37 Wimpole Street  
London 
W1M 8DQ 
08452224141 
www.gdc-uk.org 

 
 

Senior Lecturer & Hon. Consultant – Eastman Dental Institute, University College Hospital, London 

Specialist in Prosthodontics and Restorative Dentistry  

 


