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Complaints Policy

Policy Statement
 
At The Dental School (TDS) we believe that if a person wishes to make a complaint or register a concern they should find it easy to do so. TDS’s policy is to welcome complaints and look upon them as an opportunity to learn, adapt, improve and provide a better service. This policy is intended to ensure that complaints are dealt with properly and that all complaints or comments are taken seriously. 

Aims

The aims of this policy are to:

· Ensure that a simple and robust policy is in place to address complaints or concerns in a timely manner
· To ensure that a fair a transparent process is followed at all times
· To ensure that every complaint or concern, written or verbal is addressed upon its own merit
· To ensure that opportunities from each complaint or concern are implemented in to TDS

Procedure

The following flow chart sets out the process for raising a complaint or concern at The Dental School. It is essential that this process is followed to ensure that the correct outcome is achieved for all concerned. 

However, it is important to remember that many concerns can be dealt with informally and without the need to raise a formal complaint. The following process should only be used if all other avenues have been exhausted.

A complaint or concern is raised to the complaint’s representative – Martin Brimicombe, martin@thedentalschool.org


Within 7 Days of the complaint being received

An interview is held with the complainant to establish the details of the complaint and the desired outcome




It is agreed with the complainant that a formal course of action is the best resolution given the nature of the complaint
It is agreed with the complainant that an informal course of action is the best resolution

Within 7 Days of the initial interview
The complainee is invited to a formal investigatory meeting following the complaint.
An informal meeting is scheduled between the complainant and the complainee to resolve the matter. Necessary actions are agreed at this meeting to resolve the matter and draw it to a close
Within 7 Days of the initial interview



Within 7 Days of the informal meeting

Through the formal investigation it is found that none of the points raised in the complaint to be true 
Through the formal investigation it is found that one or more of the points raised in the complaint to be true 

The complaints manager writes to both the complainant and the complainee with the outcome and the actions agreed upon to bring the matter to a close.

Within 7 Days of the investigation
Within 7 Days of the investigation


The complainant receives a letter outlining the investigation and its result confirming that no further will be taken along with their right to appeal. 
A disciplinary hearing is scheduled for the complainee 

Within 7 Days of the investigation


The disciplinary hearing is conducted and finds that there is no merit to the points raised in the complaint and the matter is closed.  


The disciplinary hearing is conducted and finds that the complainee behaved in a manner that was inappropriate. A sanction is delivered in line with the company disciplinary policy 

Within 7 Days of the Disciplinary

Within 7 Days of the Disciplinary
The complainant receives a letter outlining the investigation and its result confirming that no further will be taken along with their right to appeal. 


The complainant receives a letter outlining the investigation and its result.




*Full details on potential courses of action can be found in the Disciplinary policy for employees.
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