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Compliments, Concerns and Complaints
The Doctor Clinic welcomes any comments you may have on the services we provide, whether that is a complaint, a suggestion or a compliment. Our aim is to provide the best possible care and treatment for our patients and understand that although we strive for excellence, occasionally things may go wrong or may not be how you would like, your feedback is key to the practice learning and promoting best practice. 
Compliments 
If you are pleased with your care and treatment, please let us know as this helps us to develop good practice and improve the quality of care. You can contact our registered manager Dr. Gabriella Birley via email at contact@thedoctorclinic.co.uk or in writing to the practice address 1 Brooks Road, Lewes, East Sussex, BN7 2DN 
Informal Complaints / Concerns 
As a patient, relative or carer, you may wish to raise a concern about any aspect of your care but do not want to make a formal complaint. We aim to respond to those complaints at the time, but if you are not satisfied, then you are entitled to make a formal complaint.
You may also make a complaint on behalf of someone else, provided you have their written consent, and the practice is satisfied you are acting in their best interests. If the practice decides this is not the case, you will be notified in writing and an explanation given. In order to make a complaint on behalf of someone else you will need to complete a consent form. 
We are not able to deal with questions of legal liability or compensation. We hope you will allow us to investigate and, if necessary, correct any problems that you have identified, or mistakes that have been made. 
Formal Complaints 
It is important that you contact us as soon as possible after the cause of the complaint. We will usually only investigate complaints that are made within 6 months of the cause of the complaint, however, the time limit can be waived if there are good reasons you could not have complained sooner.
Please put your complaint in writing to the Director and email to contact@thedoctorclinic.co.uk 
Verbal Complaints 
Patients unable or unwilling to put their complaint in writing may make their formal complaint verbally. Where a complaint is made verbally, the complaint shall be recorded, and a copy of the written record given to the complainant. 
Practice Response 
We will acknowledge the complaint within 5 working days of receipt verbally or in writing. When acknowledging the complaint, we may offer to meet with you to discuss the complaint, at a time to suit you. We will advise the way the complaint will be investigated and the likely timescale for this investigation and when the complainant is likely to receive a written response.
If you do not want to meet for a discussion, then we will determine the response time and notify you in writing. We will aim to provide a written response within 10 working days. We will let you know if it is likely to be longer than this, and keep you updated with the progress of your complaint. The written response will include an explanation of how the complaint has been considered, conclusions reached and how they may affect you. It will confirm any actions that need to be taken as a consequence of the complaint. 
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