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Complaints policy

Effective handling of complaints is essential in modern business management. Whether a
complaint is received in oral, written or electronic form, correct handling of the complaint is
essential. This will not only enhance relations with the complainant but offer an opportunity to
improve the management of the clinic. The policy of Alpha Aesthetics is to have a robust
complaints procedure that is easy for clients to access, thereby allowing complaints to be dealt
with effectively.

This policy is in accordance with Regulation 19 of the Health and Social Care Act 2008
(Regulated Activities) Regulations 2010.

Complaints procedure
Our aim

Alpha Aesthetics is committed to providing a quality service for its clients and working in an
open and accountable way that builds the trust and respect. One of the ways in which we can
continue to improve our service is by listening and responding to the views of our clients and by
responding positively to complaints, and by putting mistakes right.

Therefore we aim to ensure that:

* making a complaint is as easy as possible

* we treat a complaint as a clear expression of dissatisfaction with our service which calls
for an immediate response

* we deal with it promptly, politely and confidentially

* we respond in the right way - for example, with an explanation, or an apology where we
have got things wrong, or information on any action taken etc

* we learn from complaints, use them to improve our service, and review annually our
complaints policy and procedures

We recognise that many concerns will be raised informally, and dealt with quickly. Our aims are
to:

» resolve informal concerns quickly
* enable mediation between the complainant and the individual to whom the complaint
has been referred




image2.jpeg
ulphzl‘ncuhctics

An informal approach is appropriate when it can be achieved. But if concerns cannot be
satisfactorily resolved informally, then the formal complaints procedure should be followed.

If your problem cannot be sorted out in this way and you wish to make a complaint, we would
like you to let us know as soon as possible - ideally, within a matter of days or at most a few
weeks - because this will enable us to establish what happened more easily. If it is not possible
to do that, please let us have details of your complaint within 12 months of the incident that
caused the problem

Formal Complaints Procedure
Stage 1
A complainant's responsibility is to:

* bring their complaint, in writing, addressed to Mrs Leah Armitage, Clinic Owner
* raise concerns promptly and directly with a member of staff at Alpha Aesthetics in a
face to face review

+ explain the problem as clearly and as fully as possible, including any action taken to date
« allow Alpha Aesthetics a reasonable time to deal with the matter

What we shall do

We shall acknowledge your complaint within three working days and aim to have looked into
your complaint within ten working days of the date you raised it with us. We shall then be in a

position to offer you an explanation, or a meeting with those involved. In investigating your
complaint, we shall aim to:

* arrange an appointment with Leah Armitage, Clinic Owner in order to explain the
complaints procedure to you and will ensure that you concerns are dealt with promptly

* find out what happened and what went wrong;

* make it possible for you to discuss the problem with those concerned, if you would like
this

¢ deal reasonably and sensitively with the complaint

* make sure you receive an apology, where this is appropriate

* identify what we can do to make sure the problem does not happen again

We will review this policy on an annual basis.




