CLAYFAULDS STUD DISPUTE PROCESS
This template is fully compliant with the Royal College of Veterinary Surgeons (RCVS) Code of Professional Conduct and meets the transparency guidelines required by the Competition and Markets Authority (CMA).
Key Sections Included in the Document
· Clear Submission Guidelines: Instructs clients exactly what details to provide and where to send their complaint.
· Defined Response Timeline: Commits to acknowledging the complaint within 3 working days and providing a full response within 14 working days.
· External Escalation Paths: Provides direct contact details for the Veterinary Client Mediation Service (VCMS) for fee/service disputes, and the RCVS for serious clinical conduct issues.
Our Complaints Procedure
At Clayfaulds Farm, we are committed to providing the highest standard of veterinary care for your pets and exceptional service to our clients. If something has not gone as expected, we want to hear about it so we can put it right and improve our service.
As a proud independent practice, we handle all concerns directly, fairly, and transparently in line with the Royal College of Veterinary Surgeons (RCVS) and Competition and Markets Authority (CMA) guidelines.

How to Raise a Concern or Complaint

Most issues can be resolved quickly by speaking directly to the team member involved. If you feel uncomfortable doing this, or if your concern remains unresolved, please submit a formal complaint using one of the methods below.
What information to include:

To help us investigate thoroughly, please provide:

· Your full name and contact details

· Your pet’s name

· The date(s) of the incident

· A clear summary of your concern and what you would like us to do to resolve it
· Where to send it:

· 📧 Email: clayfauldsfarm@yahoo.com
· 📍 Post / In Person: Clayfaulds Farm, Bonnybridge, FK4 2HA
· 📞 Phone: 07872816902
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Our Response Timelines

1. We take all complaints seriously and will handle yours within the following timescales:

2. Acknowledgement (Within 3 working days): We will acknowledge receipt of your complaint and confirm who is investigating it.
3. Investigation & Review: Our Principal Vet/Practice Owner will review your pet’s clinical records and interview any staff members involved.
4. Full Response (Within 14 working days): We will send you a detailed written response outlining our findings, an explanation, and any proposed solutions. If an investigation requires more time (e.g., waiting for external laboratory reports), we will update you on our progress and give you a new expected completion date.

If You Are Not Satisfied (External Escalation)

We sincerely hope to resolve any issues directly with you. However, if you are not satisfied with our final response, you can escalate your complaint to the appropriate independent bodies.

For disputes regarding fees, service quality, or communication:

If you are a consumer client (a private horse owner or hobby breeder), you can contact the Veterinary Client Mediation Service (VCMS). In line with Competition and Markets Authority (CMA) regulations, our practice will engage fully and in good faith with this independent mediation process.

· Please note: Under UK regulatory rules, the VCMS only handles disputes for consumer clients. It is unable to mediate disputes involving commercial studs, businesses, or professional equine keepers.
· Website: www.vetmediation.co.uk
· Email: enquiries@vetmediation.co.uk
· Phone: 0345 040 5834
For serious concerns regarding professional or clinical misconduct:

· For both consumer and commercial clients, if you believe a veterinary surgeon has breached their professional conduct or acted with gross negligence, you can contact our regulatory body, the Royal College of Veterinary Surgeons (RCVS).

· Website: www.rcvs.org.uk/concerns
· Phone: 020 7202 0789
