
The Lawrence Clinic

Complaints policy
The Lawrence Clinic encourages constructive criticism and complaints by clients and/or their representatives as a way of ensuring that problems are dealt with sympathetically and, where appropriate, improvements made. It is the aim of The Lawrence Clinic is to ensure that, so far as possible, all complaints are dealt with in an efficient and professional manner.
1. Oral complaint

1.1 An oral complaint will wherever possible be dealt with at the point of service and as quickly as possible.

1.2 A comprehensive written report will be made and discussed at the next board meeting.

1.3 The report will be stored in the complaints file in order to identify emerging trends.

1.4 Any complaints not resolved at the point of service will be immediately reported to the board.

2. Written complaint

2.1 Written complaints will be handled by the board and acknowledged in writing within 2 working days.

2.2 The Lawrence Clinic will investigate the complaint thoroughly and a written response will be provided within 20 working days of the receipt of the complaint, or where the investigation is still under way a letter to this effect will be sent. A written response will then be sent within 5 working days of the conclusion of the investigation.

2.3 If the complaint cannot be resolved the patient has the right to refer the complaint to an independent agency (The Care Quality Commission) the details of which are provided in the ‘Patient Guide’.
3. Surgical complaint

3.1 Consultants and CCST Podiatric Surgeons are independent practitioners working within The Lawrence Clinic. Complaints regarding an individual Consultant or CCST Podiatric Surgeon will be referred to the board. Where that practitioner is a board member, that practitioner will be asked to supply a written statement, but will not be involved with the investigation. Where that practitioner is not a board member a written statement will be required.

3.2 If after investigation the board are concerned with the practice or conduct of an individual Consultant or CCST Podiatric Surgeon the Faculty of Surgery will be advised in writing

3.3 The Lawrence Clinic will regularly update the complainant while the above process takes lace. The complainant will receive a written acknowledgement within 2 working days (unless a full reply can be made within 5 working days). A full response will be made within 20 working days of the receipt of the complaint, or where the investigation is still under way a letter to this effect will be sent. A written response will then be sent within 5 working days of the conclusion of the investigation.

3.4  Where the complaint is referred to the Faculty of Surgery, the board will advise the complainant within 7 days of the faculty’s recommendation.

3.5 All complaints to be strictly handled without prejudice whatsoever to the patient concerned or their relatives/carers regardless of whether or not the complaint is upheld or dismissed.

3.6 Where a complaint is upheld (partially or fully) The Lawrence clinic is committed to learning and improving from the findings of the investigation. Where a significant shortcoming in practice has been found an emergency meeting of the board of The Lawrence Clinic will be convened and an action plan formulated and implemented within 14 days wherever practicable, as detailed in the Best Practice Guidelines.

