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The Levant Clinic Limited, trading as The Levant Clinic, aims to provide all clients with the highest standards of care and customer service. We recognise the importance of feedback, and we value complaints and concerns as opportunities to improve our services and address any issues promptly. Maintaining a strong learning culture is key to client trust and confidence. 

Purpose
The purpose of this policy is to establish a transparent, fair, and effective process for receiving, investigating, and resolving complaints and feedback from clients and stakeholders. This policy aims to encourage open communication, protect individuals raising concerns, and utilise feedback to enhance the quality of care provided.

Legal and regulatory framework
· Health and Social Care Act 2008 (Regulated Activities) Regulations 2014 - These regulations set out the fundamental standards of quality and safety that private healthcare providers must meet. They cover areas such as client safety, dignity, and complaint handling. 
· Care Quality Commission (CQC) Guidance - The CQC provides guidance on how healthcare providers, including private clinics, should handle complaints. Compliance with CQC standards is mandatory for private healthcare providers. 
· Consumer Rights Act 2015 - This Act outlines the rights of consumers and applies to private healthcare services. It covers the quality of service provision, expectations, and recourse available to clients if services are not provided with reasonable care and skill.
· General Data Protection Regulation (GDPR) - The GDPR outlines rules regarding the processing and protection of personal data. It is relevant to complaint handling as it involves the collection and management of individuals' personal information.
· Professional Codes of Conduct - Practitioners within private plastic surgery clinics are registered with professional bodies like the General Medical Council (GMC) and ISCAS (Independent Sector Complaints Adjudication Service). These bodies have codes of conduct outlining standards for professional behaviour, including how complaints should be handled.

Scope
This policy applies to all clients, their representatives, visitors, and stakeholders who wish to express concerns, provide feedback, or make a formal complaint regarding the services provided by The Levant Clinic.

Responsibilities
The Levant Clinic Director 
The Director’s role extends to:
· Ensuring the well-being and safety of clients, staff, and visitors; 
· Providing strong leadership to create a culture of safety; 
· Establishment of clear policies and procedures in compliance with relevant legislation;
· Allocation of resources for safety measures;
· Regular review and monitor the clinic's safety practices; and
· Fostering continuous improvement. 

The Registered Manager 
The Levant Clinic Registered Manager is responsible for:
· Overall oversight and implementation of the Complaints and Feedback Policy;
· Internal complaint review and investigation (Stage 2);
· Training and awareness - Ensuring that staff and contractors are appropriately trained and aware of their roles and responsibilities in complaints and feedback handling and investigation; 
· Support and guidance - Providing support and guidance to staff and contractors;
· Record keeping - Maintaining accurate and confidential records of any complaints and feedback;
· Learning lessons - From any complaints and feedback; and
· Equality and diversity - Acknowledging the cultural diversity of clients, staff and contractors and provide guidance on accommodating cultural practices and addressing language barriers and respect the religious and philosophical beliefs of clients, staff and contractors. 

The Levant Clinic Manager
The Levant Clinic Manager will oversee the complaints procedure, ensuring complaints are handled appropriately and resolved efficiently and is responsible for:
· Implementing this policy within The Levant Clinic;
· Initial contact with the client;
· Complaint investigation (Stage 1); and
· Maintenance of complaints and feedback records.

Staff and contractors 
The Levant Clinic staff and contractors have a responsibility to listen actively to clients' concerns, respond empathetically, and guide them through the complaints procedure. Professional regulators require staff and contractors to comply with the clinic's complaints process when asked to do so, including providing written statements and feedback, and assisting with investigations and reviews. 

What is a complaint?
A complaint can be defined as an expression of dissatisfaction, whether spoken or written, about the services, actions, or lack of action which requires a response, resolution or investigation. In the private healthcare sector, this dissatisfaction could relate to various aspects of care, including clinical treatment, behaviour of staff, waiting times, cleanliness, facilities, communication, or any other aspect of the service provided.

Accessibility 
Information regarding the complaints process is easily available and accessible to all users of the clinic. The Complaints and Feedback Policy and Procedure is published on the clinic’s website and is available either electronically or in printed format.

Training
Staff will receive training on how to handle complaints, communicate effectively, maintain confidentiality, and address concerns empathetically. The training is set out in the clinic’s Training and Development Matrix.

Monitoring and compliance
Regular audits, assessments, and reviews will be conducted to ensure compliance with this policy, and to identify areas for improvement. To ensure seamless tracking policy updates, we utilise advanced compliance management software solutions. 

Review and improvement
This Complaints and Feedback Policy and Procedure will be reviewed annually to ensure its effectiveness and compliance with regulatory requirements and guidelines.

Complaints and feedback procedure
Our aim is to provide a first-class service and to do everything we can to ensure clients are satisfied. We understand that there might be instances where things may not proceed as intended. We are committed to addressing and resolving any concerns or issues that may arise, prioritising transparency, accountability, and continuous improvement in our service delivery.
The Levant Clinic adopts the four principles of effective complaints handling, namely:
· promoting a learning and improvement culture;
· positively seeking feedback;
· being thorough and fair; and 
· giving fair and accountable decisions.

Stage 1: Complaint investigation
Raising a complaint or concern
Clients, and their representatives, can express complaints or concerns verbally or in writing. Complaints should be raised directly with the Clinic Manager as soon as the matter first comes to the attention of the client, and at least within 6 months of the event. Clients will not face obstacles or disadvantages when lodging complaints based on the method of complaint submission. The Levant Clinic is committed to offering reasonable assistance to clients who may require support, such as individuals whose first language is not English or those with disabilities. 
Raising a complaint:
· By telephone: Tel 020 3084 0861
· By email: info@thelevantclinic.co.uk
· In writing: The Clinic Manager, The Levant Clinic Limited, The London Welbeck Hospital, 27 Welbeck Street, London W1G 8EN

Receiving complaints
The clinic will create a record of the complaint and any subsequent expressions of dissatisfaction made by clients regarding the care or service provided, along with notes from any related discussions.

Initial contact
The Clinic Manager will:
· Contact the client, or their representative, as soon as possible, but no later than 3 working days after being made aware of the complaint;
· Invite the client or their representative to attend a meeting with them and other relevant parties to talk through their concerns in person;
· Establish the nature of the complaint. It’s important to understand what happened, how the client feels about it, and what action they would like to see taken as a result of their complaint; 
· Consider the best way to handle the complaint, taking consideration of the client’s wishes, the nature and severity of the complaint;
· Consider if the complaint needs to be escalated to the Registered Manager or referred to a relevant professional regulator; and
· Consider whether any reasonable adjustments are required to ensure the client's full participation in the complaint process, such as a language barrier or a disability.
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The Clinic Manager will send an acknowledgement of the complaint as soon as possible, but no later than 3 working days after being made aware of the complaint. The acknowledgment will include:
· The name and contact details of the individual handling the Stage 1 phase of the complaint;
· A concise overview of the steps that will be taken by the clinic during this phase of the complaint;
· Confirmation that a comprehensive response or a progress update will be provided to the client within 20 working days; and 
· Assurance that the clinic aims to conclude each stage of the complaints process as promptly as feasible and, in any circumstance, within a three-month timeframe.

Outstanding payments
The clinic will organise for any pending payments owed by the client (whether to the clinic or individual clinicians) to be paused during the complaints process. Additionally, measures will be taken to prevent any engagement with debt collection agencies while the complaints process is in progress.

Response to significant correspondence
The clinic will reply to any significant correspondence regarding a complaint within 5 working days from the date of receipt.

Confidentiality 
The Levant Clinic is committed to maintaining confidentiality regarding all details related to the complaint and its investigation. The clinic will seek formal written consent from the client in situations where the complaint is raised by someone else on their behalf or when handling the complaint requires disclosing confidential information to relevant parties. The submission of a signed consent via email will be considered sufficient, and electronic signatures are acceptable. In cases where consent cannot be obtained (e.g., if the client is incapacitated), the clinic will employ risk-based decision-making on a case-by-case basis and duly document the outcome and actions taken.
Furthermore, the clinic will request consent from clients (or their representative) to share any data or clinical information held about them. For instance, this may include sharing information with clinicians providing an independent opinion if necessary, as part of the investigation process.

Investigating complaints
The complaint investigation process is designed to be a proportionate, timely and effective approach to resolving complaints. The clinic upholds a commitment to openness and transparency throughout the investigation and in all interactions with the client, aligning with the professional duty of candour. 
Contact with the client or representative - This can occur in person, via telephone, or through videoconferencing/online platforms based on the client's preference. The purpose of the meeting is to:
· Identify and agree the client’s concerns (referred to as the heads of complaint);
· Explore the client's concerns to guide the investigation process;
· Consider the potential necessity of an independent investigation or an impartial clinical assessment as part of the complaint investigation;
· Outline the subsequent stages of the complaints procedure; and
· Provide an overview of the anticipated timeframe for response.
The clinic will provide clients with a written summary of the initial meeting or discussion within 5 working days of the meeting or discussion taking place. The Clinic Manager shall also ensure that clients have agreed the heads of complaint before proceeding with the investigation. 
The clinic will maintain a written record of any subsequent meetings with clients, irrespective of whether they are face-to-face, conducted over the phone, or through other mediums. This record will encompass information regarding the individuals present, meeting dates, mutually agreed-upon aspects of the complaint, and any concluded outcomes and actions. The Clinic Manager will furnish clients with a copy of this record.
Referral to a relevant professional regulator - If there is a reasonable concern about a clinician's serious departure from professional standards, our clinic will promptly refer the matter to the relevant professional regulator and take immediate steps to ensure client safety. In these circumstances, the clinic may pause any internal complaint investigation, pending external advice and actions. 
The investigation - The clinic will gather written statements from all pertinent parties involved in the complaint, inclusive of consultants with practising privileges. These statements may be submitted via email for efficiency and must be dated. Additionally, statements should distinctly state the author's name and job title for proper identification.
The clinic shall conduct a comprehensive and diligent investigation into the incidents leading to the complaint, encompassing the following:
· A mutually agreed summary of the concerns to be investigated, forming the foundation of the complaint's core issues (heads of complaint);
· Examination of all correspondences related to the complaint;
· Review all clinical records associated with the events in question;
· Review of the record(s) documenting meeting(s) with the client;
· Evaluation of statements provided by clinicians and other relevant involved parties including consultants with practising privileges; and 
· Compilation of a summary outlining pertinent actions to be taken and the key learning points derived from the complaint, where applicable.
Written response - The Clinic Manager will provide the client with a comprehensive written response via post or email within 20 working days. In cases where the investigation or review is ongoing, regular written updates should be dispatched to the client at least every 20 working days to explain any delays.
The written response will include:
· A summary of the agreed heads of complaint;
· A summary of the process of investigation;
· The findings of the investigation including (where appropriate) a summary of the statements or responses provided by any clinicians or staff members involved. The clinic will not however send copies of the statements in lieu of a comprehensive collated response;
· The clinic’s response to the findings. This may include, but is not limited to:
· Providing information and an explanation;
· Taking tangible steps to rectify the situation for the client;
· Providing an update on the client’s outstanding matters; 
· Providing the client with a sincere, empathetic, and thorough apology;
· Offering a goodwill gesture of a financial nature if deemed appropriate. Any accepted goodwill payments will be issued in full and will not be deducted from any outstanding amounts owed by the client unless in exceptional circumstances and mutually agreed upon. Additionally, this does not exclude the possibility of the clinic considering writing off owed fees as a goodwill gesture, if warranted.
· Details of how the clinic has learned from the complaint;
· Any actions taken as a result of the complaint; 
· Detailed signposting to the next stage of the complaints process, including an explanation of how to escalate the complaint to Stage 2 and confirmation that this needs to be done in writing within six months of the final response; and
· Inform the client of their right to seek independent legal advice, particularly when aspects of their complaint might potentially lead to a clinical negligence claim.

Stage 2: Unresolved complaints
Raising a referral to Stage 2
Clients and their representatives can request their complaint be reviewed if they are unhappy with the way the outcome or the way in which their complaint was handled. Clients may escalate their complaint to this stage within six months of receiving the final response.


Receiving a Stage 2 escalation
The clinic will create a written record of the escalation request and any subsequent expressions of dissatisfaction made by the client.  

Acknowledgement of the review
The Registered Manager will send an acknowledgement of the review as soon as possible, but no later than 3 working days after being made aware of the escalation request. The acknowledgment will include:
· The name and contact details of the individual handling the review;
· A concise overview of the steps that will be taken by the clinic during this phase of the complaint;
· Confirmation that a comprehensive response or a progress update will be provided to the client within 20 working days; and 
· Assurance that the clinic aims to conclude Stage 2 of the complaints process as promptly as feasible and, in any circumstance, within a three-month timeframe (unless there is a good reason to explain longer timeframe).

Reviewing complaints
Contact with the client or representative - The Registered Manager will invite the client or their representative to a meeting at the onset of Stage 2, aimed at clarifying the unresolved aspects of the complaint and gaining a deeper insight into the client’s objectives in escalating the matter. This meeting can be arranged either face-to-face, via telephone, or through videoconferencing/online channels based on the client’s preference.
Any additional concerns brought up in the escalation request will be treated as fresh complaints and may be suitable to undergo investigation at Stage 1. The Registered Manager can use their judgment to decide whether to address these new concerns at Stage 2 if it's fitting, such as when the issue is related to the current complaint or has minimal impact.
If the complaint relates to the Registered Manager, the complaint will be reviewed by a surgeon, who is independent of the complaint. 
The review - The reviewer will carry out an objective review of the investigation to form an independent view of the complaint and respond directly to the client either upholding or not upholding the complaint. 
The review will include:
· Consideration of the Stage 1 response provided to the client;
· Consideration of the agreed outstanding complaint and the matters that remain unresolved;
· Consideration of the findings of the investigation and the information on which the findings were based;
· Consideration of the comments made by the client regarding the response at Stage 1;
· Where appropriate, seeking further responses from the individuals involved in the complaint or the handling of it;
· Consideration of any further questions raised by the client in the escalation request (including by involving those who responded to Stage 1 if necessary);
· Consideration of how effectively the complaint was handled at Stage 1; and
· Consideration of the extent to which the Standards at Stage 1 were met.
Under exceptional circumstances, and upon the client's consent, the reviewer will request the Stage 1 investigator re-examine the complaint if, during Stage 2 review, the reviewer identifies a specific issue previously raised that was not investigated. If investigating this matter as a new aspect of the complaint could potentially lead to resolution, it may be pursued. However, this excludes complaints related to the handling of the initial complaint, as those are part of the Stage 2 review. The client will be notified if this occurs and will be kept informed of any progress made.
Written response - The reviewer shall furnish a comprehensive written response to the client, encompassing the following aspects:
· A concise summary of the remaining unresolved matters and the agreed outstanding heads of complaint;
· An outline detailing the review process undertaken;
· The outcomes of the review, comprising a summary of clinicians' and staff members' statements or responses when pertinent;
· The clinic's stance on the review, encompassing whether the heads of complaint have been upheld, actions taken in response to the complaint, and any proposed remedies;
· Thorough guidance on the subsequent stage of the complaints procedure, detailing the steps to escalate the complaint to Stage 3, through the Cosmetic Redress Scheme. Emphasis is placed on the necessity to initiate this process in writing within six months subsequent to the final response at Stage 2; and
· If they choose to proceed to Stage 3 any remedies or goodwill payments that have been offered will be rescinded. 

Stage 3: Independent external adjudication
The Levant Clinic is a member of the Cosmetic Redress Scheme. If a client remains unhappy with the response received from the Stage 2 Review, they can contact the Cosmetic Redress Scheme to ask them to investigate their complaint. 
Our clients can take their complaint to the Cosmetic Redress Scheme as long as: 
· They have waited 8 weeks from the date of their written complaint to the clinic for a response; and 
· It is still within 6 months from the clinic’s last communication with them regarding this complaint.
The Cosmetic Redress Scheme is a government approved Redress Scheme who resolves complaints between members and their consumers. The client must have exhausted the clinic’s internal complaints procedure and remain dissatisfied with the clinic’s response. The Cosmetic Redress Scheme is free to use for the client and further information and guidance on how to resolve complaints is available via the Cosmetic Redress Scheme website. 
To escalate the complaint, clients should contact the Cosmetic Redress Scheme directly or alternatively, visit their website and fill out a Complaints Form.
· Cosmetic Redress Scheme Lumiere, Elstree Way, Borehamwood, WD6 1JH 
· Website: www.cosmeticredress.co.uk 
· Email: info@cosmeticredress.co.uk 
· Telephone: 0345 362 3123

Unreasonable complainants
The Levant Clinic’s Unreasonable Complainants Policy addresses situations in which clients display unacceptable behaviour, including cases where they persist in pursuing their complaint inappropriately.
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Feedback
Clients can provide feedback in several ways:
· In person or on the telephone;
· Completion of our Client Feedback Form (appendix 1); and 
· Through other designated channels, such as online reviews. 
Feedback will be used to identify areas for improvement, implement changes, and enhance the quality of services provided by the clinic. 
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Client Feedback Form



Thank you for choosing The Levant Clinic. We value your feedback to help us improve our services. 

Please take a few moments to complete this form.



		Client Information



		Client Name

		



		Client Date of Birth

		



		Date of Procedure/Visit

		







		Nature of Visit



		First 

Consultation ☐

		Second Consultation ☐

		Surgical 

Procedure ☐

		Surgical Follow Up Consultation ☐

		Cosmetic Treatment ☐







		Overall Experience



		How satisfied were you with your overall experience at our clinic? 



		Very satisfied ☐

		Satisfied ☐

		Neutral ☐

		Dissatisfied ☐ 

		Very Dissatisfied ☐







		Communication



		How would you rate the communication with our staff regarding your procedure/visit?



		Excellent ☐

		Good ☐

		Fair ☐

		Poor ☐







		Quality of care



		How would you rate the quality of care at the clinic?



		Excellent ☐

		Good ☐

		Fair ☐

		Poor ☐











		Staff Professionalism 



		How would you rate the professionalism of our staff? 



		Excellent ☐

		Good ☐

		Fair ☐

		Poor ☐







		Facilities and Cleanliness



		Location of consultation/procedure:

101 Harley Street ☐                             The London Welbeck Hospital ☐



		How would you rate the cleanliness and comfort of the facilities? 



		Excellent ☐

		Good ☐

		Fair ☐

		Poor ☐







		Comments or Suggestions



		Please provide any comments, suggestions, or specific feedback regarding your experience:

Box expands















		Would you recommend us?



		Would you recommend our clinic to family or friends based on your experience?



		Yes ☐

		No ☐

		Maybe ☐







		Additional feedback



		Would you recommend our clinic to family or friends based on your experience?



		Is there anything else you would like us to know or any additional feedback you'd like to provide?

Box expands
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