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How to complain PENVEN

We welcome concerns,

compliments and complaints as —_— —
valuable feedback that will help NN/
us learn from your experiences Z N/ N
and make improvements to N I\ /
our services. If you make a 7 \l/ N\

complaint, this will be treated S N
with the strictest confidentiality
and won't affect your access to —_— —
our services.

e You can raise your concern directly
to any member of our team verbally NN
in person or by calling the practice. /7 \l/ \
o Alternatively, you can email or write NI\ 7/
to the practice manager directly. 7 N/ \
« Your complaint can also be \N ZI\ /
submitted via
complaints@portmandental.co.uk 7 \l/ N\

portmandentex.com \N I\ /

Portman Healthcare (Group) Limited is registered in England & Wales with
registration number 11396754 trading as PortmanDentex consisting of / \ / \
Portman Healthcare Ltd registered in England & Wales: 06740579 and Dentex

Healthcare Group Limited registered in England & Wales: 09114704. \ / \ /
Registered office for all entities: Rosehill, New Barn Lane, Cheltenham GL523LZ.

Portman Healthcare Limited (FRN 1031516), is an appointed representative of / \ / \
Product Partnerships Limited (FRN 626349) which is authorised and regulated — —
by the Financial Conduct Authority. Portman Healthcare Limited acts as a

credit broker not a lender. We can only introduce you to Secure Trust Bank T/A \ / \ /

V12 Retail Finance Limited (FRN 679653) who may be able to offer you finance
facilities for your purchase. Credit is provided subject to affordability, age, and / \ / \
status. Minimum spend applies. Not all products offered by Secure Trust Bank

PLC are regulated by the Financial Conduct Authority.
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At PortmanDentex we
pride ourselves on the high
quality of care we provide
our patients and we aim to
look after you as we wish to
be looked after ourselves.
However, if you have any
concerns or comments
regarding your dental care
which you wish to raise,
we will address these as a
matter of priority.

/0

Our core principles

All of your feedback is important to us

We want to make it easy for you to raise
a concern or complain, if you need to

We follow a complaints procedure and keep

you informed

We will try to answer all your questions and

any concerns you raise

We want you to have a positive
experience of making a complaint

Your feedback helps us to improve
our services

Our commitment
to you

We will take your complaint seriously and
treat it with the strictest confidentiality

We will acknowledge your complaint in
writing within three working days

If your complaint is regarding clinical
care, your complaint will be passed to
the treating clinician in order for them
to provide a response and resolution

We will aim to provide a response to your
complaint in full within 20 working days

If there is a delay in providing you

a response, we will contact you and
advise you of the delay at the earliest
possible time

Third party
escalation

If you're not happy with how your complaint has
been handled, then please get in touch us at,

Please note that we are only able to review
complaints that relate to a failure in a
PortmanDentex process or involve an
employed colleague.

Complaints relating to treatment by your dentist
or another independent practitioner, will be
passed back to them for a secondary review.

Alternatively, you can contact the relevant third
party at any time throughout the complaints
process should you wish. The contact details
for these can be found below.

Private and Denplan patients
Dental Complaints Service
020 8253 0800

(Monday - Friday 9am - 5pm)

info@dentalcomplaints.org.uk

contactus.gdc-uk.org/dcs/
complaint/privatepatients
Dental Complaints Service,

37 Wimpole Street, London W1G 8DQ

NHS patients

Parliamentary and Health Service
Ombudsman, Millbank Tower, Millbank,
London SW1P 4QP
0345 015 4033
england.contactus@nhs.net

NHS patients can raise their concerns directly
to NHS England, PO Box 16738, Redditch, B97 9PT
or by emailing: england.contactus@nhs.net



