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Complaints Policy 

At The Lomond clinic we pride ourselves in delivering outstanding professional customer service to all our clients.  We treat all our clients with the utmost care, compassion, and respect, however there may be times when the service that you have received does not meet the high standards that we aim to deliver.

Should this happen, the most effective way to resolve any concern is by letting the Clinic Manager or Practitioner know immediately after the service or treatment that you have received.  They will listen to you concern and aim to resolve your complaint efficiently and effectively.  If you require assistance with making your complaint, we will be pleased to help and support you through the process.

It is best to make your complaint as soon as possible, as memories will be fresher, and it will be easier to investigate the facts.

We will always aim to resolve your complaint as soon as we receive it, however where this is not possible, the complaint will be investigated by the Clinic Manager and you will receive a acknowledgement of your complaint within 3 working days.  This may be made by email, letter, or telephone.

The Clinic Manager will provide you with a written response within 20 working days from  the acknowledgment of you complaint, however if the complaint is of a complicated nature it may take longer to investigate in which case you will be kept informed.  

If you are not happy with the response that you have received from the Clinic Manager your complaint will be escalated.  

Should you remain unhappy with our final response or investigation you may be able to refer your complaint to Healthcare Improvement Scotland.  You must do this within six months of the date of the final response. Please be aware that you may contact Healthcare Improvement Scotland at any time.
Programme Manager
Independent Healthcare Services Team
Healthcare Improvement Scotland
Gyle Square
1 South Gyle Crescent
Edinburgh
EH12 9EB
Email: his.ihcregulation@nhs.scot
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