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1. Reason for Policy / Purpose of Policy
This policy outlines the process for receiving, investigating, and responding to complaints from patients of Dr Naomi Dow, Breastfeeding Medicine. It ensures transparency, accountability, and a commitment to continuous improvement.
2. Policy Statement and Aims
Dr Naomi Dow, Breastfeeding Medicine, values feedback and takes all complaints seriously. The service aims to handle complaints promptly, fairly, and respectfully, ensuring outcomes are clearly communicated and used to improve care quality.
3. Scope
This policy applies to all complaints made by patients or their representatives (providing patient consent is received) regarding any aspect of care or service delivery provided by Dr Naomi Dow.
4. Definitions
	Term
	Definition

	Complaint
	An expression of dissatisfaction with the service that requires a response.

	Acknowledgement
	Confirmation that a complaint has been received and is being reviewed.

	Escalation
	Referring a complaint to a regulatory authority when local resolution is unsatisfactory.


5. Procedure
- **Making a Complaint:**
  • Complaints can be made verbally, in writing, by email, or via a feedback form.
  • Patients should be encouraged to raise concerns as soon as possible.
- **Acknowledgement:**
  • Complaints will be acknowledged within 5 working days.
- **Investigation:**
  • An appropriate investigation will be conducted by Dr Naomi Dow.
  • Confidentiality will be maintained throughout.
- **Response:**
  • A full written response will be provided within 20 working days, or an update given if more time is required.
- **Outcome and Actions:**
  • Outcomes and any service improvements resulting from complaints will be documented.
- **Right to Escalate:**
  • Patients may contact Healthcare Improvement Scotland at any time – they are not required to make a complaint to the service in the first instance.
    'Healthcare Improvement Scotland is the regulator for independent healthcare services across Scotland and can accept complaints at any time from a complainant. Contact details are:
Programme manager
Independent Healthcare Team
Healthcare Improvement Scotland
Gyle Square,
1 South Gyle Crescent,
Edinburgh,
EH12 9EB
E: his.ihcregulation@nhs.scot'
This information and contact details will be made available on both the service website and patient Care Plans.
6. Responsibilities
- **Dr Naomi Dow:** Responsible for receiving, investigating, and responding to all complaints, as well as implementing any changes or learning identified through the process.
7. Enforcement / Compliance
Failure to address complaints appropriately may lead to reputational damage or regulatory investigation. All complaints must be handled in accordance with this policy to meet Healthcare Improvement Scotland standards.
8. Related Information
- Feedback Form
- Record of Complaints Log
- Healthcare Improvement Scotland: www.healthcareimprovementscotland.org
