
Experts in Skin and Hair Ltd
10b Matlock Road, Brighton, BN1 5BF

01273 077222

Complaints Policy
How to raise a concern or complaint, and how we will handle it

1. Our commitment

Experts in Skin and Hair Ltd is committed to providing high-quality care and services. We value feedback
and take all complaints seriously, ensuring they are handled fairly, promptly and respectfully. Raising a
complaint will never affect the standard of care you receive from us.

Most concerns can be resolved quickly by speaking to a member of our team, and we encourage you to
raise any worry as early as possible. Where that does not resolve matters, this policy sets out the formal
process we follow.

2. Who can make a complaint

Any patient, or former patient, of Experts in Skin and Hair.
Someone acting on a patient's behalf, such as a relative, carer or advocate, with the patient's written
consent. Where a patient is unable to give consent, or has died, we will consider a complaint from their
representative or next of kin.

Your complaint can be about any aspect of the care or service you received from us, including clinical care,
appointments and administration, fees and invoicing, communication, or the conduct of any member of
our team.

We see patients at a number of hospitals and clinics. If your complaint concerns services provided by the
hospital itself, such as its facilities, ward nursing or hospital billing, we will help you direct it to that
hospital's complaints team, or pass it on for you with your consent. Where a complaint involves both the
hospital and our own care, we will work with the hospital so that you receive a coordinated response.

3. Time limits

Complaints should normally be made within 12 months of the event, or within 12 months of you
becoming aware of the matter. We may still investigate a complaint made after this time where there is
good reason for the delay and it remains possible to investigate fairly.

4. How to raise a complaint

In person or by phone: speak to any member of our team, or call 01273 077222
By email: secretary@expertsinskinandhair.co.uk
By letter: Complaints, Experts in Skin and Hair, 10b Matlock Road, Brighton, BN1 5BF
Using our complaint form: the final page of this document, also available at reception



Please include your name and contact details, a description of what happened and when, and what you
would like us to do to put things right. If you need help making your complaint, or need information in a
different format, please tell us and we will support you.

5. How we handle your complaint

We follow a three-stage process, in line with the Code of Practice of the Independent Sector Complaints
Adjudication Service (ISCAS).

Stage 1: Local resolution
Acknowledgement. We will acknowledge your complaint within 3 working days of receiving it (or
respond fully within 5 working days where we are able to resolve it quickly).

Investigation. A Complaints Lead will investigate. This may include reviewing your records and
speaking with the staff involved. We may contact you to understand your concerns fully.

Response. We will send you a full written response within 20 working days, explaining our findings and
any actions we have taken or will take. If the investigation needs longer, we will write to explain why,
and keep you updated at least every 20 working days until it is complete.

Stage 2: Internal review
If you are not satisfied with our Stage 1 response, you can ask for your complaint to be reviewed. Please
write to us within 6 months of our Stage 1 response, explaining why you remain dissatisfied. The review
will be carried out by a senior member of the practice who was not involved in the original
investigation. We will acknowledge your request within 2 working days and send you a written response
within 20 working days, or write to explain any delay.

Stage 3: Independent adjudication (ISCAS)
If you remain dissatisfied after Stage 2, you can ask the Independent Sector Complaints Adjudication
Service to review your complaint. ISCAS is independent of Experts in Skin and Hair and its decision on
the matter is final. You should normally apply within 6 months of our Stage 2 response. Further
information is available at www.iscas.org.uk.

If your treatment was funded by the NHS, you can instead ask the Parliamentary and Health Service
Ombudsman to review your complaint (www.ombudsman.org.uk).

Step Timescale

Acknowledge your complaint Within 3 working days (or a full reply within 5)

Stage 1 full written response Within 20 working days, with updates every 20 working days if longer

Request a Stage 2 review Within 6 months of our Stage 1 response

Stage 2 acknowledgement and
response

Acknowledged within 2 working days; response within 20 working days

Request Stage 3 (ISCAS) Within 6 months of our Stage 2 response



6. Other organisations you can contact

Care Quality Commission (CQC), which regulates health services in England. The CQC does not
investigate individual complaints but welcomes information about the care people receive:
www.cqc.org.uk.
General Medical Council (GMC), if you have concerns about a doctor's fitness to practise: www.gmc-
uk.org.
Nursing and Midwifery Council (NMC), if you have concerns about a nurse's fitness to practise:
www.nmc.org.uk.
Your medical insurer, if your care was funded through private medical insurance.

7. Key principles

Accessibility and transparency. Making a complaint should be straightforward, and we will explain
clearly what will happen at each stage.
Confidentiality and respect. Complaints are handled confidentially and respectfully for everyone
involved. Complaint correspondence is kept separately from your medical records and handled in line
with UK data protection law.
Timely responses and learning. We respond within the timescales above, and we review complaints to
identify improvements to our care and services.
Safety for patients and staff. We are committed to the wellbeing of everyone involved in a complaint.

8. Persistent or unreasonable behaviour

We will always treat complainants with courtesy and respect, and we ask for the same in return. In the rare
event that a complainant's behaviour becomes abusive, threatening or unreasonably persistent, we may
need to manage contact, for example by asking that all communication is in writing or through a single
named person. Any such decision will be explained to you in writing, and your complaint will still be dealt
with fairly.

9. Review of this policy

This policy is reviewed annually, or sooner if regulation or guidance changes.
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Return to: secretary@expertsinskinandhair.co.uk
or Complaints, 10b Matlock Road, Brighton, BN1 5BF

Complaint form
Please complete as fully as you can. You are welcome to continue on a separate sheet.

Your details
Full name Date of birth

Address

Telephone Email

If you are complaining on behalf of a patient
Patient's full name Your relationship to the patient

Patient's consent: I agree to this person acting on my behalf (patient's signature)

About your complaint
Date(s) of the event Clinic or hospital location

Name(s) of any staff involved, if known

Please describe what happened

What would you like us to do to resolve your complaint?

How would you prefer us to contact you?
Email     Telephone     Letter

Signature Date

Your information will be used only to investigate and respond to your complaint, and will be held securely in line with UK data
protection law and our Privacy Policy.


