Maison Laura Aesthetics
Complaints Policy
Version: 1.0
Effective Date: __________________
Review Date: __________________
Policy Owner: Maison Laura Aesthetics
1. Purpose
Maison Laura Aesthetics is committed to providing safe, high-quality, patient-centred care. This policy outlines how complaints are managed fairly, consistently and promptly, with the aim of resolving concerns, learning from feedback and continually improving our services.
2. Scope
Applies to all staff and practitioners working within Maison Laura Aesthetics.
Applies to all complaints received verbally, in writing, by email, telephone or through social media.
Applies to current and former clients, their representatives and carers where appropriate.
3. Principles
All complaints will be taken seriously.
Clients will be treated with dignity, courtesy and respect.
Complaints will be handled confidentially.
No client will be disadvantaged because they have raised a complaint.
Lessons learned will be incorporated into clinical governance and quality improvement.
4. How to Make a Complaint
Complaints may be submitted in person, by telephone, by email or in writing.
	Telephone
	__________________

	Email
	maisonlaura.aesthetics@gmail.com

	Address
	2 Midland Close, Melling, Liverpool L31 1FQ

	Complaint Lead
	Clinic Director / Registered Practitioner


5. Complaint Handling Process
1. Acknowledge receipt of the complaint within 3 working days.
2. Investigate the complaint objectively and fairly.
3. Maintain communication with the complainant throughout the investigation.
4. Provide a written response, normally within 20 working days. If additional time is required, the complainant will be kept informed.
5. Offer an opportunity to discuss the outcome if appropriate.
6. Record any actions taken to improve services.
6. Clinical Concerns
If a complaint identifies a patient safety concern or treatment complication, appropriate clinical assessment will be arranged without delay. Emergency concerns will be managed in accordance with the clinic's Medical Emergency Policy.
7. Escalation
If the complainant remains dissatisfied after receiving the clinic's final response, they will be advised of any appropriate independent routes for further advice or resolution, depending on the nature of the complaint and the practitioner's professional registration.
8. Documentation
Date complaint received
Method of complaint
Summary of concerns
Investigation undertaken
Outcome
Actions implemented
Date complaint closed
9. Learning and Governance
Complaints will be reviewed regularly as part of the clinic's clinical governance programme to identify trends, implement improvements and reduce the likelihood of recurrence.
10. Confidentiality
All complaint records will be stored securely and managed in accordance with the UK GDPR, Data Protection Act 2018 and the clinic's GDPR & Data Protection Policy.
Related Policies
Consent & Referral Policy
Right to Refuse Treatment Policy
Medical Emergency Policy
Clinical Governance Policy
Duty of Candour Policy
GDPR & Data Protection Policy
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