
Patient Complaints Policy

It is our aim to always have satisfied patients, to meet your expectations of care and service at all times.

However, if you should have a complaint about our service, we will aim to resolve it as efficiently and
effectively as possible. We take complaints very seriously, investigating them in a full and fair way, and
take great care to protect your confidentiality. We learn from complaints to improve our care and
service. We do not discriminate against patients who have made a complaint and we will be happy to
answer any questions you may have about this policy.

If you have a complaint about any aspect of our care or service, please let us know as soon as possible to
allow us to address your concerns promptly.

The Practice Manger, Mrs Alison Hewitt, is the Complaints Manager.

How to make a complaint:

You can make your complaint:

In person at the practice, asking for the Practice Manager,

By calling us on 01788 813777 with a brief outline of the problem and the Practice Manager will contact
you,

In writing to:

The Practice Manager,

Bilton Dental Clinic

322 Bilton Road, Rugby, Warwickshire, CV22 7LU,

By email to: bilton.dental@outlook.com.

What we will do:

We will keep a comprehensive and confidential record of your complaint, which will be stored securely
and only be accessible to those who need to know about your complaint.

We will acknowledge your complaint with three working days.

We will investigate the complaint and aim to respond and resolve it with ten working days. If the
investigation is taking longer than that, we will keep you informed of the progress.

We analyse patient complaints to learn from them and to improve our services. That’s why we always
welcome your feedback and comments.

If your complaint is regarding treatment charges or clinical care, we may refer the complaint to the
treating clinician, and you may be asked to come in to see them for discussion, further investigation or
treatment, unless you do not wish to do this.

If you are not happy with our response or resolution:

If you are dissatisfied with our response to a complaint, you can forward it to the contacts below.
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Private dental complaints should be made within 12 months of the treatment, or within 12 months of
becoming aware of the issue.

The Dental Complaints Service, 37 Wimpole Street, London W1G 8DQ,

Tel: 020 8253 0800

Online: www.dcs.gdc-uk.org

The General Dental Council is responsible for regulating all dental professionals:

37 Wimpole Street, London. W1G 8DQ

Tel: 0207 167 6000 Online at: www.gdc-uk.org
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