


‘Everybody

was very helpful.
They explained
everything clearly.
It was very fair.’



Who we are

We are a team of trained advisors who aim to help private dental patients
and dental professionals settle complaints about private dental care. We
provide a free, impartial service and are funded by the General Dental Council,
the organisation that regulates dental professionals in the UK.

We aim to settle complaints about private dental care fairly, efficiently and
quickly. We work with patients and dental professionals to reach a solution
that both sides are happy with, whether that’s remedial treatment (treatment
to put right previous dental work), a refund, or referral to another professional.
We cannot award or recommend compensation.

Our principles

e Our service is free.
e We are independent of
the NHS and the Government.
e We will treat you fairly,
whatever your background
or circumstances.
¢ We do not take sides.



‘We try to be
imaginative and flexible
In helping to resolve
a complaint.’

Emran Miah, complaints officer

What we can help with

If you have a complaint about private dental care received in the UK, but
have been unable to sort it out with the dental professional, we may be able
to help.

We can look into private complaints that are raised with us within 12 months
of the treatment taking place or within 12 months of becoming aware that
you have something to complain about.

We may be able to assist you in seeking:

¢ An explanation and/or apology for what has happened;

e A full or partial refund of fees in relation to the failed treatment;

* Remedial treatment from your dental professional, if you are
both in agreement;

¢ A contribution towards remedial treatment so that the work can be
completed by another dental professional at the same practice or
at an alternative practice.



What we cannot help with

Before sending us your complaint, you should know that there are things
we are unable to assist with such as:
¢ Your private complaint if you have been aware of it for over 12 months
and have not raised it with us during that time.
e Complaints about NHS dental care. You should contact NHS England
or your local health board if you are in Wales, Scotland or Northern Ireland.
If you have any difficulties in locating the correct number, call us on
020 8253 0800 and we will assist you in finding it.
e Concerns about the ability or behaviour of a dental professional.
We recommend that you contact the General Dental Council
(information@gdc-uk.org or on 020 7167 6000).
e Compensation. We would advise you to seek independent
legal advice.



‘Working with the Dental
Complaints Service meant
that issues were resolved
quickly and fairly for all.’

Robert De Villiers, dentist

How to make a complaint

We will always suggest that you contact your dental professional and
give them the opportunity to resolve matters first. In our experience,
they often welcome the opportunity to deal with any concerns that
you may have.

They should give you the full details of their complaints procedure and
try to sort out your complaint. You should try to raise any concerns as
soon as possible.

For further advice, phone our helpline on 020 8253 0800 or visit our
website at www.dentalcomplaints.org.uk.

How we deal with your complaint

If you are unable to resolve the matter directly with the dental
professional, our complaints officers will work with you both to try and
reach a resolution.

We will contact you within two working days of receiving your
complaint. We will discuss the matter, ask how you would like the
complaint to be resolved and explain how we can assist.

We may be able to help by using only the information provided, or by
phoning the dental professional involved. Our service is impartial
therefore we do not take sides.

If a resolution can’t be reached and both you and the dental professional
are in agreement, we would arrange a panel meeting; this is the final
stage of our complaints process.



The panel meeting

The panel consists of two lay members and a dental professional.
They will hear both sides of the complaint and work towards facilitating
an amicable resolution between you and the dental professional. If an
agreement can’t be reached, the panel will make a recommendation
in order to resolve the complaint.

The panel may recommend one or more of the following:

¢ A refund of some or all of the fees which you have paid;

e A contribution towards remedial treatment up to the cost of the
original treatment;

e That you are provided with an apology;

e That no further action be taken in relation to the complaint;

e That the dental professional reviews their current practices.

We have no formal power to enforce our recommendations,
but we expect that they will almost
always be followed.

Once the panel meeting has been
completed, there is also no appeals
process. Therefore any agreement
reached or recommendation

made is final.






