
 

 

 

 

   
 

Complaints and Compliments Policy 
JNL Aesthetics Limited 
 
1. Purpose and Scope 
At JNL Aesthetics Limited, we are committed to providing high-quality, safe and person-
centred aesthetic treatments to adults aged 18 and over.  We recognise that feedback 
from people who use our services, their representatives, staff and external 
professionals is essential in helping us to monitor standards, identify areas for 
improvement and continually enhance the safety, effectiveness and responsiveness of 
our clinic. 
 
This policy sets out the principles and procedures for receiving, managing and 
responding to complaints, concerns and compliments relating to the services provided 
by JNL Aesthetics Limited. It applies to all aspects of care and treatment delivered by 
the clinic, including clinical procedures, consultations, customer service, 
communication and the overall experience of attending the clinic. 
 
Feedback is viewed as a valuable opportunity to: 

• Improve service quality and patient experience 
• Identify and address concerns at an early stage 
• Promote openness, transparency and accountability 
• Reinforce good practice and high standards of care 

 
We are committed to ensuring that all feedback is handled professionally, respectfully 
and without delay. Patients and others raising concerns will be treated with courtesy 
and compassion, and no individual will be disadvantaged or treated differently as a 
result of making a complaint or raising a concern. 
 
2. Our Approach to Complaints and Compliments 
We believe that everyone using our services, or acting on their behalf, should feel 
confident to: 

• Raise concerns or complaints 
• Express dissatisfaction 
• Make suggestions for improvement 
• Acknowledge good practice through compliments 

This can be done without fear of criticism, discrimination or adverse consequences. 
 
At JNL Aesthetics Limited we: 

• Welcome both positive and negative feedback 
• Investigate complaints thoroughly, fairly and objectively 
• Communicate outcomes clearly and in a timely manner 
• Take prompt action where improvements are required 
• Use learning from complaints and compliments to improve our service 

Compliments are valued equally, as they help us recognise effective practice and 
celebrate staff achievements. 
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3. Safeguarding and Serious Concerns 
If a complaint or concern raises issues relating to: 

• Patient safety 
• Alleged abuse or neglect 
• Unsafe clinical practice 
• Professional misconduct 

 
we will act immediately in line with our safeguarding and incident management 
procedures. 
 
This may include: 

• Taking urgent steps to protect patients from harm 
• Escalating concerns internally to Dr. Joseph Mitchell Novoa Libermann 
• Notifying the Local Authority Safeguarding Adults Team where required 
• Informing the Care Quality Commission (CQC) and other relevant bodies in line 

with statutory duties 
All safeguarding concerns will be managed in accordance with relevant legislation, 
national guidance and best practice. 
 
4. Legal and Regulatory Framework 
JNL Aesthetics Limited complies fully with Regulation 16 of the Health and Social Care 
Act 2008 (Regulated Activities) Regulations 2014, which relates to the receipt and 
handling of complaints. 
 
In line with this regulation, we ensure that: 

• Complaints are acknowledged promptly 
• Complainants are kept informed of progress 
• Investigations are proportionate, thorough and unbiased 
• Outcomes and any actions taken are clearly communicated 
• Complaints are used to drive service improvement 

This policy supports the CQC’s fundamental standards and contributes to the clinic 
being safe, effective, caring, responsive and well-led. 
 
5. Policy Statement 
JNL Aesthetics Limited is committed to delivering high-quality, person-centred 
aesthetic services within a professional, respectful and safe clinical environment. We 
recognise that complaints, concerns, compliments and suggestions are a vital part of 
maintaining and improving the standards of care we provide. 
We understand that raising a concern can sometimes feel uncomfortable or 
intimidating. We therefore promote a culture of openness and reassurance, ensuring 
that all individuals are listened to, treated fairly and supported throughout the 
complaints process. 
 
All complaints will be: 

• Taken seriously 
• Investigated without bias 
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• Managed confidentially where appropriate 
• Used as an opportunity for learning and improvement 

 
Through this policy JNL Aesthetics Limited reaffirms its commitment to transparency, 
accountability and continuous improvement, ensuring that every patient receives safe, 
respectful and high-quality care at all times. 
 
 
 
6. Procedures 
If a patient, or someone acting on their behalf, wishes to raise a concern, make a 
complaint or share feedback about any aspect of the service, they may contact JNL 
Aesthetics Limited at any time. We actively encourage open communication and will 
always take the time to listen, understand the issue raised and work towards a 
resolution that is fair, respectful and appropriate. 
 
Where possible, concerns will be resolved quickly and informally through discussion 
with a member of the clinic team or management. Informal resolution may include 
clarification, explanation, reassurance or immediate corrective action. Even where 
concerns are resolved at an early stage, details will still be recorded in the Complaints 
and Feedback Log to ensure: 
 

• Transparency and accountability 
• Oversight by senior management 
• Opportunities for learning and service improvement 

 
All concerns, whether raised formally or informally, are treated seriously and handled in 
line with this policy. 

 
7. Suggestions and Informal Feedback 
We recognise that some individuals may prefer to offer suggestions or comments for 
improvement rather than making a formal complaint. Suggestions are welcomed from: 

• Patients 
• Representatives or companions 
• Staff 
• External professionals 

 
Feedback can be provided: 
 

• Directly to a member of the clinic team 
• To the Registered Manager / Clinic Manager 
• Via written communication or feedback forms 
• Anonymously, where available and appropriate 

 
Where suggestions relate to wider organisational improvement, governance or clinical 
practice, they will be reviewed by senior management and considered as part of the 
clinic’s quality improvement processes. 
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Written correspondence may be addressed to: 
 
Dr. Joseph Mitchell Novoa Libermann 
JNL Aesthetics Limited 
Park Manor, Victoria Park, Knutsford Road, Warrington.   
WA4 1DQ  
drjoe@jnlaesthetics.com 

 
 
 
 
8. Fair Treatment and Support 
JNL Aesthetics Limited is committed to ensuring that no individual is treated 
unfavourably, disadvantaged or discriminated against as a result of raising a concern or 
making a complaint. 
 
Anyone wishing to raise feedback will be clearly informed that: 

• They will not experience negative consequences 
• Their care, treatment or access to services will not be affected 
• They will be treated with dignity, respect and professionalism 

 
Support will be provided as needed, which may include: 

• Assistance with explaining the complaint process 
• Help with wording a complaint 
• Reasonable adjustments for communication needs 
• Signposting to independent advocacy services, where appropriate 

 
9. Making a Complaint 
JNL Aesthetics Limited aims to ensure that all complaints are managed promptly, fairly 
and transparently. We recognise that complaints are an important source of learning 
and play a key role in improving the quality and safety of services. 
All complaints will be: 

• Acknowledged promptly 
• Investigated thoroughly and objectively 
• Managed confidentially where appropriate 
• Responded to clearly and honestly 
• Used to inform service improvement and staff learning 

 
Findings from complaints may be used to: 

• Improve clinical practice and patient experience 
• Review policies and procedures 
• Inform staff training and supervision 
• Strengthen governance and risk management 

 
Patients and representatives are assured that making a complaint in good faith will 
never result in: 

• Reduced quality of care 

mailto:drjoe@jnlaesthetics.com
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• Changes to treatment decisions 
• Negative or prejudicial behaviour from staff 

 
10. Who Can Make a Complaint? 
Anyone affected by the way JNL Aesthetics Limited provides services has the right to 
make a complaint. This includes: 

• Patients 
• Family members or friends 
• Representatives or advocates 
• Visitors 
• External professionals 

 
 
A representative may make a complaint on behalf of a patient if the individual: 

• Has given clear consent 
• Lacks capacity to make the complaint themselves 
• Is unable to do so due to communication or health needs 

 
Where consent or capacity is unclear, this will be considered in line with: 

• The Mental Capacity Act 2005 
• Best interest principles 
• Confidentiality and data protection requirements 

 
If a patient wishes to raise a concern but does not have support, JNL Aesthetics Limited 
will assist them in accessing an independent advocacy service where appropriate. 
We are committed to ensuring that everyone has equal access to the complaints 
process, regardless of: 

• Communication needs 
• Confidence or understanding 
• Disability or health condition 
• Personal circumstances 

Every concern matters, and every individual has the right to be heard. 
 
 
11. How You Can Make a Complaint 
At JNL Aesthetics Limited we want everyone to feel able to raise concerns in a way that 
feels comfortable, safe and accessible. We aim to remove barriers to feedback and 
ensure that all patients and others using our services can share their views easily and 
with confidence. 
A complaint may be made in any of the following ways: 

• In person at the clinic 
• By telephone 
• In writing (letter or email) 
• Through a member of the clinic team 
• Via an advocate or representative acting on your behalf 

Where a complaint is made verbally, it will be recorded clearly and accurately by a 
member of staff. A written record of the complaint will be provided to you within three 
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working days, giving you the opportunity to review the information and confirm that it 
reflects your concerns correctly. 

 
12. Anonymous Complaints 
JNL Aesthetics Limited accepts anonymous complaints and will investigate them in line 
with this policy and to the same standard as named complaints. 
We recognise that some individuals may feel more comfortable raising concerns 
anonymously. However, where contact details are not provided: 

• We may be limited in our ability to seek clarification 
• We will not be able to provide updates or confirm outcomes 

Where sufficient information is available, anonymous complaints will still be used to 
support learning and service improvement. 

 
 
 
13. Responsibility 
The Registered Manager Name as Registered Manager / Clinic Manager / Registered 
Healthcare Manager has overall responsibility for ensuring that complaints are 
managed in accordance with: 

• This policy 
• Regulation 16 of the Health and Social Care Act 2008 (Regulated Activities) 

Regulations 2014 
• CQC guidance and best practice 

 
As far as reasonably practicable, we will provide: 

• Support to help individuals understand the complaints process 
• Information about how to access independent advocacy, where appropriate 
• Explanations in a format that meets communication needs, preferences or 

capacity 
Our aim is to ensure that everyone has genuine and equal access to the complaints 
procedure. 

 
14. How We Handle Complaints 
On receipt of a complaint, the Registered Manager may: 

• Manage the investigation directly, or 
• Delegate the investigation to a suitably senior and experienced member of the 

clinic management or leadership team 
 
This ensures that complaints are investigated: 

• Objectively 
• Thoroughly 
• By someone with appropriate authority to address the issues raised 

 
All complaints will be acknowledged in writing within three working days, confirming: 

• That the complaint has been received 
• The name and contact details of the person responsible for managing the 

investigation 
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Patients or representatives will be kept informed throughout the process and contacted 
if further information or clarification is required. 
Our target is to complete all investigations within 28 working days. Where complaints 
are complex or require additional time, this will be discussed in advance and a revised 
timescale agreed. 
Once the investigation is complete, we will provide a written response which will 
include: 

• The outcome and findings 
• Any actions taken as a result 
• Any proposals or solutions to resolve the complaint 

Where appropriate, a meeting or discussion may be offered to explain the outcome in 
person. 

 
 
 
 
15. Complaint Stages 
JNL Aesthetics Limited follows a clear, structured and transparent complaints process, 
ensuring concerns are recorded, investigated and resolved appropriately and in line 
with Regulation 16. 
 
Stage 1 – Receipt and Recording 
Any member of staff receiving a complaint must: 

• Record it promptly and accurately 
• Pass it to the Registered Manager / Clinic Manager without delay 

 
A Complaint Record (Stage 1) will be completed. Where the complaint is made verbally, 
reasonable adjustments will be offered to ensure the individual’s views are captured 
fully, including communication support where required. 

 
Stage 2 – Acknowledgement 
The Registered Manager will formally acknowledge the complaint using a Complaint 
Acknowledgement Record (Stage 2). This acknowledgement will include: 

• Confirmation of receipt 
• A copy of the clinic’s Complaints Policy 
• Information about next steps and timescales 

Acknowledgement may be provided: 
• In person 
• By email 
• By post 

Information will be made available in alternative formats upon request, in line with the 
Accessible Information Standard. 

 
Stage 3 – Investigation 
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A full investigation will be undertaken, proportionate to the nature and complexity of the 
complaint. Findings will be documented within a Complaint Investigation Record (Stage 
3), including: 

• Actions taken to investigate 
• Evidence reviewed 
• Discussions with relevant staff or clinicians 
• Any immediate actions required to ensure patient safety or service quality 

The investigation process will be fair, objective and transparent. 
 

Stage 4 – Outcome and Response 
Within 28 working days, the Registered Manager will provide a written outcome using a 
Complaint Outcome Record (Stage 4). This will include: 

• Details of the investigation 
• Findings and conclusions 
• Actions taken or planned 
• Any proposed resolution 
• Information on how to escalate the complaint if dissatisfied 

All documents will be available in alternative formats to meet communication needs. 
 

 
 
16. Records, Monitoring and Learning 
A full record of each complaint will be stored securely in line with data protection 
requirements. Records will be retained for a minimum of three years from the date of 
the final entry. 
 
The Registered Manager will: 

• Maintain a complaints log 
• Review complaints at least quarterly 
• Analyse themes, trends and learning 
• Use findings to inform quality improvement and governance 

Complaints records and analysis will be made available to the Care Quality 
Commission upon request. 
 
 
17. Complaints About the Registered Manager 
If a complaint relates specifically to the Registered Manager Name, the complaint will 
be managed independently to ensure fairness, transparency and objectivity. 
In such circumstances, overall responsibility for managing the complaint will transfer to 
the Nominated Individual Name, or another suitably senior and independent individual 
where required. 

 
Stage 1 – Receipt and Recording 
All complaints concerning the Registered Manager will be: 

• Recorded promptly by staff 
• Forwarded directly to the Nominated Individual without delay 
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A Complaint Record (Stage 1) will be completed. Where the complaint is made verbally, 
it will be documented accurately, with communication support or interpretation 
arranged where required. 

 
Stage 2 – Acknowledgement 
The Nominated Individual will formally acknowledge receipt of the complaint using a 
Complaint Acknowledgement Record (Stage 2). 
This acknowledgement will include: 

• Confirmation that the complaint has been received 
• A copy of the Complaints Policy 
• Information about the investigation process and timescales 

Acknowledgement may be provided: 
• By email 
• By post 
• In person 

Alternative formats will be made available in line with the Accessible Information 
Standard. 

 
Stage 3 – Investigation 
The Nominated Individual will undertake a full and impartial investigation, normally 
completed within 14 working days. 
All findings will be documented within a Complaint Investigation Record (Stage 3), 
including: 

• Actions taken to investigate 
• Evidence reviewed 
• Individuals consulted 
• Any immediate actions required to ensure patient safety or service quality 

 
Stage 4 – Outcome 
Within 28 working days, the Nominated Individual will provide a written outcome using 
a Complaint Outcome Record (Stage 4). This will include: 

• Details of the investigation 
• Findings and conclusions 
• Actions taken or planned 
• Information on how to appeal the decision 

All documents will be provided in accessible formats where required. 
 

Records and Oversight 
Complaint records relating to the Registered Manager will be: 

• Stored securely within the Registered Manager’s personnel file 
• Retained for a minimum of three years 

The Nominated Individual will: 
• Review complaints on a quarterly basis 
• Monitor themes and trends 
• Use findings to support governance and quality improvement 

Records will be made available to the Care Quality Commission upon request. 
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Where appropriate, the Nominated Individual may appoint an interim manager during 
the investigation period to ensure safe, effective and uninterrupted oversight of the 
clinic. 

 
Nominated Individual 
Name: Dr. Joseph Mitchell Novoa Libermann 
Contact: 07722 260964  
Email: drjoe@jnlaesthetics.com 
 

 
18. Managing Complaints Received Outside Normal Working Hours 
Complaints received outside normal clinic hours will be managed appropriately to 
ensure safety and reassurance. 
Where an on-call or duty manager arrangement exists: 

• The complaint must be reported immediately to the On-Call Manager / Senior 
Manager 

• Initial information will be gathered to understand the nature and urgency of the 
concern 

 
If a complaint raises a safeguarding or patient safety concern, immediate action will be 
taken in line with: 

• The clinic’s safeguarding procedures 
• Incident management policies 
• Relevant multi-agency requirements 

Where appropriate and practicable, the complainant may be contacted at the time to: 
• Offer reassurance 
• Explain next steps 

If this is not possible, follow-up will occur on the next working day. Complaints 
concerning the Registered Manager will be escalated to the Nominated Individual 
without delay. 

 
19. Alternative Submission Methods 
To ensure accessibility and flexibility, complaints, concerns, compliments and 
suggestions may be submitted: 

• In writing at the clinic 
• By email 
• Via the clinic website (if applicable) 
• By telephone 
• Through a member of staff 
• With the support of an advocate or representative 

Staff will provide support as required, including: 
• Help understanding the process 
• Assistance with written submissions 
• Language interpretation or communication aids 

Where complaints are made verbally, staff will: 
• Record the complaint clearly 
• Read it back where appropriate 

mailto:drjoe@jnlaesthetics.com
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• Confirm accuracy with the complainant 
This approach supports accessibility and compliance with the Accessible Information 
Standard. 

 
20. Anonymity and Confidentiality 
Complaints may be submitted anonymously and will be investigated wherever 
sufficient information is available. 
However, anonymous complaints may: 

• Limit opportunities for clarification 
• Prevent feedback or outcome updates 

All complaints and feedback are handled with strict confidentiality and shared only 
where necessary to: 

• Investigate concerns 
• Protect safety 
• Meet legal or regulatory requirements 

This is in accordance with: 
• The clinic’s Privacy Policy 
• UK GDPR 
• Data protection legislation 

 
21. Time Limits 
We encourage complaints to be raised as soon as possible after an issue occurs or 
becomes known. 
Where complaints are submitted more than 12 months after the event, we will 
consider: 

• Whether there was a valid reason for the delay 
• Whether a fair and meaningful investigation remains possible 

All complaints are approached with fairness, sensitivity and professionalism, 
regardless of timing. 

 
22. Appeals 
Anyone who has made a complaint has the right to appeal if they are dissatisfied with: 

• The outcome 
• The handling of the complaint 
• The fairness or objectivity of the process 

Appeal Criteria 
An appeal may be submitted if there is concern that: 

• The investigation was not fair or thorough 
• The complainant was treated without respect 
• Rights, wellbeing or best interests were not upheld 
• Confidentiality was breached 
• There was a conflict of interest 
• The outcome does not reflect the evidence 

Appeals must be submitted within 14 working days of receiving the complaint outcome. 
Appeals should be sent to: 
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Dr. Joseph Mitchell Novoa Libermann 
JNL Aesthetics Limited 
Contact: 07722 260964  
Email: drjoe@jnlaesthetics.com 
 

 
Appeal Outcome 
The appeal will be acknowledged and reviewed objectively. A written response will 
normally be provided within 14 working days, outlining: 

• Findings of the appeal 
• Any changes to the original decision 
• Actions taken or planned 

The decision may uphold the original outcome or result in further investigation or 
remedial action. 

 
23. Further Steps and External Bodies 
If you remain dissatisfied after completing the clinic’s complaints and appeals process, 
you may escalate your concerns externally. 
 
Care Quality Commission (CQC) 
The Care Quality Commission (CQC) regulates independent healthcare services. While 
the CQC does not investigate individual complaints, they welcome feedback to support 
regulatory oversight. 
Care Quality Commission (CQC) 
Tel: 03000 616161 
Website: www.cqc.org.uk 
 
Where appropriate, patients may also be signposted to: 

• Independent Sector Complaints Adjudication Service (ISCAS) (if the clinic is a 
member) 

• Relevant professional regulators 
 
 
 
24. Duty of Candour 

JNL Aesthetics Limited is fully committed to meeting its statutory responsibilities under 
the Duty of Candour, as set out in Regulation 20 of the Health and Social Care Act 2008 
(Regulated Activities) Regulations 2014. 

This duty requires providers to be open, honest and transparent with patients, and 
where appropriate their representatives, when something goes wrong with care or 
treatment and the patient experiences, or is at significant risk of experiencing, 
moderate or severe harm. 

mailto:drjoe@jnlaesthetics.com
http://www.cqc.org.uk/
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As a provider of regulated aesthetic treatments to adults aged 18 and over, JNL 
Aesthetics Limited recognises the importance of maintaining trust, professionalism 
and clear communication at all times. When an error, incident or unexpected outcome 
occurs, we take immediate action to safeguard the patient while fulfilling our duty of 
candour responsibilities. 

Where a notifiable safety incident occurs, the Registered Manager / Registered 
Healthcare Professional / Clinical Lead or another suitably senior person acting on their 
behalf, will: 

• Act in an open and transparent manner with the patient and, where appropriate, 
their authorised representative 

• Provide appropriate support to the patient and anyone else affected, recognising 
the potential emotional impact 

• Explain clearly and honestly what is known about what has happened, in person 
where possible 

• Communicate in a sensitive and respectful way, taking account of the 
individual’s communication needs 

• Offer a sincere apology, expressing genuine regret for the incident 

• Explain the steps being taken to investigate the incident and reduce the risk of 
recurrence 

• Provide a written account of the incident, the apology offered and actions taken 

• Maintain clear, accurate and contemporaneous records demonstrating 
compliance with the Duty of Candour 

Where the patient has capacity, discussions will be held directly with them unless they 
request otherwise. Where a patient lacks capacity, communication will take place with 
their lawful representative in accordance with the Mental Capacity Act 2005, involving 
the patient as far as possible. 

The Duty of Candour is embedded within the culture of JNL Aesthetics Limited and 
forms part of our wider commitment to safety, accountability, learning and continuous 
improvement. 

 

25. Compliments 

JNL Aesthetics Limited welcomes and values all compliments from patients, 
representatives and professionals. Positive feedback is an important way of recognising 
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good practice, reinforcing high standards and celebrating the professionalism, skill and 
care shown by our team. 

Compliments may be provided verbally or in writing and will be: 

• Shared with the individual staff member or team involved 

• Recorded appropriately to support recognition and development 

• Used to identify areas of strength and good practice 

Written compliments will be retained within the clinic’s compliments records, while 
verbal compliments will be formally logged. 

Compliments relating to the overall service will be recorded within the Complaints and 
Compliments Log and reviewed regularly as part of governance and quality assurance 
processes. Summary information may be shared with regulators upon request as 
evidence of good practice and patient experience. 

 

26. Handling Complaints and Compliments – Data Protection and GDPR 

JNL Aesthetics Limited is committed to ensuring that all personal information relating 
to complaints and compliments is handled in full compliance with: 

• UK General Data Protection Regulation (UK GDPR) 

• Data Protection Act 2018 

All personal data is processed in accordance with the principles of: 

• Lawfulness, fairness and transparency 

• Purpose limitation 

• Data minimisation 

• Accuracy 

• Storage limitation 

• Integrity and confidentiality 

Information will only be used for legitimate purposes relating to: 

• Managing feedback 

• Improving service quality and safety 

• Meeting legal, regulatory or safeguarding requirements 
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All records are stored securely, access is restricted to authorised personnel, and data 
is retained only for as long as necessary in line with legal and organisational retention 
schedules. 

Individuals have the right to: 

• Access their personal data 

• Request correction of inaccurate information 

• Request erasure where legally permissible 

These rights will be respected and responded to promptly and appropriately. 

 

27. Training 

All staff at JNL Aesthetics Limited receive training that supports a culture of openness, 
professionalism and continuous improvement. 

Training includes: 

• Understanding the importance of transparency and patient feedback 

• Individual responsibilities when receiving complaints or compliments 

• Recognising and responding to concerns appropriately and promptly 

• Understanding and complying with the Duty of Candour 

• Communicating sensitively with patients following adverse events 

• The complaints handling process and escalation routes 

• Accurate record-keeping and confidentiality 

• Data protection and GDPR responsibilities 

This training ensures that all staff are confident, competent and supported to respond 
appropriately to feedback, contribute to learning, and maintain high standards of 
patient care. 

 

 

28. Key Contacts for Complaints and Compliments 

The following individuals are responsible for supporting patients, representatives and 
others with all matters relating to complaints, compliments and feedback at JNL 
Aesthetics Limited. 
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Registered Manager 

Name: Dr. Joseph Mitchell Novoa Libermann 
Contact: 07722 260964  
Email: drjoe@jnlaesthetics.com 

 

Nominated Individual / Director 

Name: Dr. Joseph Mitchell Novoa Libermann 
Contact: 07722 260964  
Email: drjoe@jnlaesthetics.com 
 

These contacts are available to: 

• Provide information about the complaints and compliments process 

• Offer support and guidance when raising feedback 

• Ensure concerns are managed fairly, promptly and in line with regulatory 
requirements 

 

29. References 

The following legislation, regulations and national guidance inform and underpin this 
policy and its implementation at JNL Aesthetics Limited: 

• Health and Social Care Act 2008 (Regulated Activities) Regulations 2014 

o Regulation 16 – Receiving and Acting on Complaints 

o Regulation 17 – Good Governance 

o Regulation 20 – Duty of Candour 

• Health and Social Care Act 2008 (Registration) Regulations 2009 

o Regulation 18 – Notification of Other Incidents 
(Relevant where a complaint identifies harm or a notifiable safety 
incident) 

• Care Act 2014 
(Adult safeguarding duties and responsibilities relevant to complaints involving 
safeguarding concerns) 

mailto:drjoe@jnlaesthetics.com
mailto:drjoe@jnlaesthetics.com
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• Local Authority Social Services and NHS Complaints (England) Regulations 
2009 
(National standards for complaints handling and response) 

• Parliamentary and Health Service Ombudsman – Principles of Good 
Complaint Handling (2009) 
(Fairness, transparency, proportionality and timely resolution) 

• Human Rights Act 1998 
(Right to dignity, respect, fairness and inclusion throughout the complaints 
process) 

• Equality Act 2010 
(Ensuring accessible and non-discriminatory complaints processes) 

• Public Interest Disclosure Act 1998 
(Whistleblowing protections relevant to concerns raised by staff) 

• Data Protection Act 2018 and UK General Data Protection Regulation (UK 
GDPR) 
(Confidentiality and lawful handling of personal information) 

• Freedom of Information Act 2000 
(Rights relating to access to organisational information, where applicable) 

• Care Quality Commission (CQC) Guidance on Feedback and Complaints 
(Provider expectations regarding transparency, learning and governance) 

• Care Quality Commission (CQC) Guidance on the Duty of Candour 
(Requirements where a complaint identifies a notifiable safety incident) 
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