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Complaints Leaflet

We regularly review the way we provide services that are offered to
our patients. To do this effectively, we need to know your views about
the clinic. We want to know what you think we do well, where we
have not met your needs, and encourage you to put forward any ideas
and suggestions you may have to improve the service.

Complaints Procedure

If you have a complaint about any aspect of the clinic, please let us know as soon
as possible. If you make a complaint, it will not have an adverse effect on your care,
treatment or support.

How to Complain

In the first instance, please discuss your complaint with a member of staff. Where the issue cannot be resolved immediately,
please contact the Lead Nurse/Complaint Manager who will try to resolve the issue and offer you further advice on our
complaint procedure. If your problem cannot be resolved and you wish to make a formal complaint please let us know as soon
as possible, ideally within a matter of days by making contact with the Operations Director. It is ideal to have the information
in writing so please contact us by email or post if this is possible. This will enable us to get a clear picture of the circumstances
of the complaint.

If you are making a complaint on behalf of someone else, we need to know that you have their permission to do so in order
to ensure we maintain patient confidentiality. A note signed by the person concerned will be required, unless they are
incapable of providing this due to illness or disability.

When to Complain

If you are unable to raise your complaintimmediately, please give the details of your complaint to us within 12 months of the
incident that caused the problem, or within 12 months from when the complaint comes to your notice. We will acknowledge
your complaint within three working days.

We will offer to meet with you to discuss your complaint, agree with you how your complaint will be fully investigated
and let you know when this will be completed. When we investigate your complaint we aim to:

Establish the full circumstances of your complaint

Make arrangements for you to discuss the problem with whoever is concerned, if possible

Offer an apology, where this is appropriate

Identify what we could do to prevent the problem occurring again

Contact us for complaints

A. 9a Wilbraham Place, Belgravia, London | T. 0203 983 4007
E. complaints@myaccessclinics.com | W. myaccessclinics.co.uk

Other ways to complain

If you are unable to raise your complaint with us, or would like external advice about
raising a concern or making a complaint, you can contact:

Care Quality Commission (CQC) Regulated by
You can also inform the CQC if you wish to raise concerns about care you CareQuality
have seen or experienced in health and social care services. Q Commission

https://www.cqc.org.uk/contact-us/how-complain/complain-about-service-or-provider
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