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Complaint Procedure
1. Introduction
We are committed to providing a high standard of care across all our services.
The views of our clients are important to us and help ensure that our services continue to meet the needs of those we serve. If you are unhappy with any aspect of our service, we encourage you to let us know so we can address your concerns and improve where possible.

2. Making a Suggestion
We recognise that some people may feel more comfortable making a suggestion rather than raising a formal complaint. Anyone receiving services from Ambion Veterinary Centre, as well as their friends or family, may make a suggestion for improvement.
Suggestions can be made verbally to the Practice Manager or in writing to:
Lyn Talbott
Practice Manager
Ambion Veterinary Centre
23 Heath Road
Market Bosworth
Warwickshire
CV13 0NT
Telephone: 01455 292928
Email: ambionveterinary@googlemail.com

3. Making a Complaint
We aim to handle complaints promptly, fairly, and effectively. All complaints are taken seriously and investigated thoroughly. The information gathered during investigations is used to help improve our services.
All complaints are treated confidentially.
Ambion Veterinary Centre assures clients and their families that no service will be withdrawn or reduced as a result of making a complaint in good faith.

4. Who Can Complain
A complaint may be made by anyone affected by the way Ambion Veterinary Centre provides its services.
A representative may make a complaint on behalf of another person if that person:
· has died
· is unable to make a complaint themselves, or
· has given consent for the representative to act on their behalf

5. How to Make a Complaint
Complaints may be made:
· in person
· by telephone
· through a member of staff
· through an advocate or representative
· by letter
· by email

6. Anonymous Complaints
Anonymous complaints will be handled under the same procedure. However, providing contact details is encouraged so that we can share the outcome of our investigation.

7. Responsibility
The Registered Manager has overall responsibility for managing and responding to all complaints.
We will provide, as far as reasonably practicable:
· assistance to help you understand the complaints procedure; and
· advice on where you can obtain additional support if needed.

8. How We Handle Complaints
The Registered Manager may delegate the investigation to a suitably senior and experienced member of the management team.
We will:
· acknowledge receipt of your complaint within 3 working days
· provide the name and contact details of the person investigating
· keep you informed of progress throughout the investigation
We aim to complete all investigations within 28 working days, unless an alternative timescale is agreed with you.
Once the investigation is complete, we will:
· offer a meeting to discuss the outcome; and
· confirm in writing:
· the findings
· any actions taken
· proposals to resolve the complaint

9. Time Limits
Complaints should be made as soon as possible after the event or when the issue first came to your attention.
If a complaint is made more than 12 months after the event, we may be unable to investigate fully. However, we will consider whether there was a valid reason for the delay and whether a fair and effective investigation remains possible.

10. Further Steps
If you are not satisfied with the outcome of your complaint, you may refer the matter to the Royal College of Veterinary Surgeons (RCVS) for review:
Website: animalowners.rcvs.org.uk/concerns/
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