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Seven Dental - Patient Complaints Procedure

At Seven Dental, we pride ourselves on the high quality of care and service we
provide to our patients across Chalk Farm, Hampstead, and Belsize Park. Our
goal is to look after you exactly as we would wish to be looked after ourselves.

However, if you have any concerns, comments or feedback regarding your
dental care or your experience at our practice, we will address these as a
matter of priority. We welcome all feedback, both positive and negative, as an
opportunity to learn, refine our processes and continuously improve our
service. We promise to listen without acting defensively and we guarantee that
your confidentiality and access to our services will always be protected.

How to Raise a Concern or Complaint

You can make a complaint directly to any member of our practice team, either
verbally or in writing.

2. In Person or Vertically (By Telephone)

A verbal complaint can be made directly at our reception desk or via
telephone at 020 7586 3553

e The member of the team you speak with will immediately log your
concerns. If possible, we will try to resolve the issue for you right then
and there

o If appropriate, our Practice Manager will discuss the matter with you to
reach a mutual resolution

e Note on Clinical Care: Because our dentists operate as independent
practitioners, any complaint specifically concerning clinical treatment or
clinical fees will be immediately passed to your treating dentist, who will
contact you directly to discuss and resolve your concerns

2. In Writing or Email

You can submit your complaint in writing or via email for the attention of the
Practice Manager at info@sevendentalclinic.com or by post to:

The Practice Manager, Seven Dental, 7 Adelaide Rd, London NW3 3QE.
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How Your Complaint Will Be Handled

Once a formal written or email complaint is received, we follow a strict,
structured timeline to ensure a thorough and fair investigation:

1.

Acknowledgement (Within 3 Working Days): We will send you an
acknowledgement letter or email within 3 working days of receiving your
complaint. This will outline the next steps of our process, confirm who is
investigating your concern, and enclose a copy of this complaints policy

Investigation & Allocation:

o Practice Processes: If your complaint is about booking, customer
service, or practice administration, it will be handled directly by
our Practice Manager

o Clinical Care: If your complaint is about your dental treatment, it
will be passed directly to your treating dentist so they can review
their clinical notes, investigate the circumstances and respond to
you personally

Full Response (Within 20 Working Days): We aim to provide a
comprehensive, written response detailing our findings and any
proposed resolutions within 20 working days of receiving your complaint

Keeping You Informed: If the investigation is highly complex and we
anticipate a delay beyond 20 working days, we will contact you to
explain the reasons why. We will then keep you updated every 10
working days on our progress until a full response can be provided

What to Do If You Are Not Satisfied

Our primary goal is to resolve all concerns directly and amicably with you.
However, if you are not satisfied with the outcome of our internal complaints
process, you have the right to escalate your concern to the relevant
independent regulatory bodies:

For Private Dental Treatment:
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You can contact the Dental Complaints Service (DCS), which provides a
free, independent service for private dental patients.

o Address: Stephenson House, 2 Cherry Orchard Road, Croydon,
CRO 6BA

o Telephone: 020 8253 0800
o Website: www.dentalcomplaints.org.uk
For Regulated Finance Agreement Complaints:

If your complaint is regarding a patient finance or payment agreement
facilitated by the practice, and we cannot resolve it to your satisfaction,
you can escalate it to the Financial Ombudsman Service (FOS)

o Website: www.financial-ombudsman.org.uk
For Professional Misconduct Concerns:

The General Dental Council (GDC) is the regulatory body for all dental
professionals in the UK. While they do not negotiate financial
compensation or resolve minor service complaints, they oversee
professional standards

o Address: 37 Wimpole Street, London, W1G 8DQ
o Telephone: 020 7167 6000

o Website: www.gdc-uk.org



