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Your feedback is important to us 
• All feedback is welcomed, such as what we did well, what we could do better, or any other 

feedback 
• We will use your feedback to help us improve, and we will show you how we have learned 
• You can use our complaints procedure to provide feedback. If you don’t want to do this, 

speak to a member of staff 

We want to make it easy for you to raise a concern or complain, if you need to 
• You can write to us or tell us in person 
• We will take your complaint seriously 
• Our complaints information also tells you how to raise a complaint about us with another 

organisation 

We follow a complaints procedure and keep you informed 
• We will tell you who is dealing with your complaint and when to expect a response 
• We will keep you informed of the progress of your complaint, including information on any 

delays 
• You should feel confident we are following our complaints procedure 

We will try to answer all your questions and any concerns you raise 
• It should be clear to you what happened, and why 
• Our response should be empathetic in tone and coordinated 
• We will deal with your complaint in the time we said we would  

We want you to have a positive experience of making a complaint 
• You should feel we have followed a clear procedure in the time we said we would 
• You should not be treated differently if you complain 
• You understand how the outcome of your complaint was reached 
• You feel you could raise a complaint again if needed, and could recommend our procedure 

to others 
• You feel we have listened to you and have acted in a fair way 
• You know what further help is available if you are unhappy with the way we have handled 

your complaint 

Your feedback helps us to improve our service 
• We are learning all the time from your feedback and complaints 
• We show you how your feedback and complaints are listened to and acted upon 
All members of our dental team are committed to improving the service we provide 
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If you have a problem with your dental care, please discuss this with the person 
responsible for your care straight away.  If the issue is not resolved to your 

satisfaction, the person responsible for your care will endeavour to speak to the 
Complaints Manager (Practice Manager). 

Your complaint will be investigated, and if this takes longer than anticipated, you will 
be contacted every 10 working days to keep you informed of the reason for any 

delays, the progress of the investigation, and the proposed completion date. 

If the Complaints Manager is not 
available, we will take brief details of 

the complaint, and a mutually 
convenient meeting will be arranged. 

When our investigation is complete, 
you will be informed of the outcome 

in writing, and you will also be invited 
to a meeting to discuss this. 

If you feel you cannot raise the 
complaint in person, please write to 

our Practice Manager at: 
Email: 

universityofsuffolkdentalcic.reception
@nhs.net 

or via post to: 
University of Suffolk Dental CIC  

James Hehir Building  
University Avenue 

Ipswich 
Suffolk IP3 0FS 

You will receive an acknowledgement of the complaint within 3 working days. 

Organisations that support us: 
CQC 

Ombudsman 
GDC 


