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COMPLAINTS PROCEDURE

Our commitment to you

We take every complaint seriously and will respond with care. This document sets out what

you can expect when you submit a complaint to the practice.

Acknowledgement and response

We will acknowledge your complaint within three working days of receipt. A full response will
follow within 20 working days. If we need more time, we will let you know before that deadline,

explain why, and give you a revised timescale.

How complaints are handled

Data /privacy complaints

Complaints about how your personal data has been handled are dealt with by the Director,
Viola Sampson, in her capacity as data controller. If your complaint cannot be resolved
directly with the practice, you have the right to escalate to the Information Commissioner's
Office at any time:ico.org.uk or 0303123 1113.

Practice complaints

Complaints about the care or service you have received are handled by the Director in the
firstinstance. If the complaint concerns the Director personally, it will be referred to the CMA
(Complementary Medical Association). If the complaint concerns another practitioner and
cannot be resolved with the practice directly, you will be directed to that practitioner's
registering body. Details of each practitioner's professional registrations are on their profile
pages at www.themicrobiomegroup.com/team.

Extensions

Extensions to the 20 working day response timescale are the exception rather than the rule. If
oneis necessary, we will always notify you in writing before the deadline and will not extend
beyond a further 20 working days without strong justification.
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Learning from complaints

Every complaint is reviewed by the Director for any learning or practice improvements before

thefileis closed.

Record keeping

We maintain a brief log of complaints recording the date received, nature of the complaint,
date resolved, and any action taken. This log contains no submission content or identifying

details and is retained for seven years in line with our standard data retention policy.

To submit a complaint, please use the form at www.themicrobiomegroup.com/complaints
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