Guidance on Complaint procedure

1. Introduction

Japan Green Medical Centre (JGMC) strives to ensure that all service users treated in the
clinics are satisfied with the treatment and services that they receive. If a service user
should have cause to complain it is in the best interests of both the service user and Japan
Green Medical Centre that the complaint be resolved speedily and to the satisfaction of
both parties.

JGMC is committed to equal opportunities. Complaints and concerns received by JGMC

will be monitored to ensure the process complies with the equal opportunities policy.

2. The complaint process
All complaint procedures should be performed based on the Complaints Policy of Japan

Green Medical Centre.

+ Stage 1 — Local Resolution
Stage 1 is usually dealt with by the Manager in which the complaint originated
department.

- Stage 2 —Review of Complaint and Local Resolution
Stage 2 is usually dealt with by the Practice Managers

- Stage 3 — ISCAS Independent External Adjudication

Stage 3 is conducted by an ISCAS Independent Adjudicator. The Independent Sect
or Complaints Adjudication Service (ISCAS) provides independent adjudication on
complaints about ISCAS members.

3. How to make a complaint (Stage 1)

You can make a complaint verbally, in writing or by email. If you make your complaint
verbally, a record of your complaint will be made, and you will be provided with a written
copy.

For the purpose of separating official complaint from concerns and advice, service users

are asked to specify ‘Complaint’ in the title of your complaint.



You should state:

- Who or what has caused your concerns including the name and position of the staff of
JGMC.

* Where and when the events took place.

+ What action you have already taken, if any.

* What outcome you want from your complaint.

Address

City Clinic:

10 Throgmorton Avenue, London, EC2N 2DL, United Kingdom

Acton Clinic:

Unit 7-8 Acton Hill Mews, 310-328 Uxbridge Road, London, W3 9QN, United Kingdom

E-mail

Reception@japangreen.co.uk

Tel
020 7330 1750

Complaints should be made within 6 months of the incident or 6 months of the matter
coming to your attention. This time limit can sometimes be extended as long as it is still

possible to investigate your complaint.

The time limit may be extended by JGMC where the complainant has good reason for not
making a complaint within the time limit (for example, where a complainant has been
grieving), and there is a realistic opportunity of conducting a fair and effective investigation
into the issues raised.

4. External support of making complaint

Please contact your local citizens’ advice bureau for support with complaints, social

services or local authorities if you wish to do so.

5. After making a complaint

You will receive a written acknowledgement of your complaint within three working days of

JGMC receiving it. You will receive a full written response to your complaint within 20


mailto:Reception@japangreen.co.uk

working days of making it or regular updates every 20 working days where there is a delay

in the investigation being carried out.

JGMC will invite you to a meeting so that the detail of your complaint can be clarified. This
meeting may be in person or via telephone or video link, whichever is appropriate. JGMC
look at the issues you have raised in your complaint and take statements from those

involved.

JGMC will inform you clearly who will attend the meeting.

Please let us know the following:

---- State if anyone is attending that you are uncomfortable seeing.

---- Make known any of your special requirements.

---- Make known if you have particular questions and send these before the meeting takes

place.

JGMC will let you know where the meeting will take place and how long will it last.

After the Meeting, you will then receive the response that sets out your complaint, details

of how the investigation has taken place and findings made on all issues in your complaint.

JGMC sets out any lessons learned as a result of the investigation. You may be offered a

resolution if your complaint is upheld.

6. If you're not happy with the response to a complaint
If you are still not happy with the response provided and wish to escalate your complaint for
review to the next stage (Stage 2), you should do so in writing, within six months of the final
response you receive after meeting.

7. Review of Complaint and Local Resolution (Stage 2)
The review will be conducted by a Practice Manager who was not involved in the handling
of the complaint at the previous stage. Relevant documents will be reviewed, interviews with

staff may be requested and you may be invited to a meeting.

The Practice Manager will write a response to you within 20 working days and any reasons

for a delay if necessary.



You may be offered a resolution to your complaint at the review stage. If you are not satisfied
with the review response at Stage 2, you can refer the matter to the next stage (Stage 3)
which is independent external adjudication.

This must be within six months of the final response from the Practice Manager.

If you make a referral to independent external adjudication (ISCAS) (Stage 3), any offer of

resolution that had been made from JGMC will be withdrawn.

Independent Sector Complaints Adjudication Service (ISCAS);
https://iscas.cedr.com/patients/what-we-can-do/

8. Alternative way for making complaints

All service user have the right to complain at any time, without prejudice and at any stage
of their treatment, to:

Care Quality Commission
National Customer Service Centre in Newcastle:
Telephone: 03000 616161
Monday to Friday, 8.30am to 5.30 pm,excluding bank horidays.
Letter: CQC National Customer Service Centre, Citygate, Gallowgate, Newcastle
upon Tyne NE1 4PA

https://www.cqc.org.uk/contact-us

Ealing Council (Acton Clinic)
https://www.ealing.gov.uk/info/201010/business/480/trading _standards

City of London (City clinic)

https://www.cityoflondon.gov.uk/supporting-businesses/business-support-and-

advice/trading-standards/consumer-advice

If you pay for your care by yourself, you can contact the Local Government and Social Care

Ombudsman.

Local government & Social care Ombusman

https://www.lgo.org.uk/adult-social-care
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