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1. Reason for Policy / Purpose of Policy

This policy is in place to allow service users to be aware of the process, recording and timescale for resolution of any complaints raised against Nouvelle Aesthetics.


2. Policy Statement and Aims

The policy will allow all complaints to be investigated and resolved within an agreed timescale.  

3. Scope
This policy is in place to allow service users to complain and receive a timely resolution. 

4. Definitions
Any relevant definitions, specific to this policy.

	Term
	Definition


	Term
	Definition


	Term
	Definition





5. Procedure

1.  Carrie-Ann Smith manager of Nouvelle Aesthetics will acknowledge, respond to and investigate any complaints made against Nouvelle Aesthetics.

2. The process a service user should follow to make a complaint will be by phone, email, letter or via the contact us section of the Nouvelle Cosmetics website details as follows:

          Telephone – 07958136385
Email –        Carrie@novelle-aesthetics.co.uk
Website:      Novelle-aesthetics.co.uk
By Letter:     Nouvelle Aesthetics
                    13 Barn Place
                    Eliburn
                    Livingston
                    West Lothian EH54 7EN


3.  All complaints will be handled sensitively following Data Protection Act 2018 and recorded within the Nouvelle Aesthetics Complaints Log.
.
4.  Complaints will be acknowledged within 48 hours, with a resolution expected within 20 working days unless any further investigation is necessary.

5.  Complaints will be monitored for trends and evaluated to improve the service provided, e.g., any additional online or face to face learning.
6.  Service users will be contacted regularly throughout the complaint’s procedure with any updates and asked for any more information if required.

7.  Service Users will be Signposted to the healthcare regulator and it will be made clear that they can complain to Healthcare Improvement Scotland at any time using the following address, phone number and email:

    Programme Manager
               Independent Healthcare Services Team
               Healthcare Improvement Scotland
               Gyle Square
               1 South Gyle Crescent
               Edinburgh
               EH12 9EB
               Tel : 0131 623 4342 (10am-2pm – Monday to Friday)


Email: hcis.ihcregulation@nhs.scot

8. At all stages during the complaints procedure clients will be treated with respect, listened to, their concerns and feelings acknowledged, be given a copy of the Nouvelle Aesthetics complaints policy and made aware of how to escalate the complaint if they are unsatisfied with the resolution.



6. Responsibilities
Carrie-Ann Smith is responsible for implementing the Complaints Policy

7. Enforcement / Compliance
All complaints must be dealt with effectively by law

8. Related information
Data Protection Act 2018
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