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MHPHYSIOTHERAPY Complaints Policy
Purpose
MHPHYSIOTHERAPY is committed to providing a high standard of physiotherapy care and customer service. We welcome feedback and take all complaints seriously. Complaints are viewed as an opportunity to improve our services and ensure patient satisfaction.
How to Make a Complaint
If you are dissatisfied with any aspect of the service provided by MHPHYSIOTHERAPY, please raise your concerns as soon as possible.
Complaints may be made:
· In person
· By telephone
· By email
· In writing
Complaints should include:
· Your name and contact details
· A description of your concern
· Relevant dates and details
· The outcome you would like to achieve
Complaint Handling Process
Stage 1 – Local Resolution
Where possible, concerns will be addressed promptly and informally.
Upon receipt of a formal complaint:
· MHPHYSIOTHERAPY will acknowledge the complaint within 5 working days.
· The complaint will be investigated fairly and objectively.
· A written response will normally be provided within 20 working days.
If additional time is required to complete the investigation, the complainant will be informed of the reason and provided with an updated timescale.
Stage 2 – Further Review
If you remain dissatisfied with the outcome, you may request a further review of the complaint.
Any additional information provided will be considered before a final response is issued.
Confidentiality
All complaints will be handled confidentially and in accordance with applicable data protection legislation.
Information relating to complaints will only be shared with those directly involved in investigating and resolving the matter.
Record Keeping
A record of all complaints, investigations, actions taken and outcomes will be maintained securely.
Complaint records will be retained in accordance with the MHPHYSIOTHERAPY Records Retention Schedule.
Learning and Improvement
MHPHYSIOTHERAPY is committed to learning from complaints and feedback. Where appropriate, policies, procedures and clinical practices will be reviewed to reduce the likelihood of similar issues occurring in the future.
Contact Details
Complaints should be directed to:
MHPHYSIOTHERAPY 
Email: info@mhphysiotherapy.com
Telephone: 07485 042417
External Organisations
If a complaint relates to professional conduct or clinical practice and cannot be resolved directly with MHPHYSIOTHERAPY, concerns may also be raised with the relevant professional or regulatory body where appropriate.
Nothing in this policy affects an individual’s legal rights.
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