
How to make a complaint
I always try to learn from what clients tell me about the treatment they’ve received – whether it is  
good or bad.  Feedback helps me to make improvements to services.

Making a complaint
Anyone who is affected or likely to be affected by the actions or decisions of my service can make a 
complaint.  If you cannot do this yourself then someone else, usually a carer, relative or close friend 
can do it for you, but only with your agreement.  Please say if you are complaining on behalf of 
someone else as I will need to obtain written consent before I can share personal information with 
you. 

Stage 1
Problems and concerns can often be dealt with most easily by speaking to me.  So if you can, let me 
know about any problem. The sooner I know, the sooner I can try to help.  

Stage 2
If you want to make your complaint formal, please write to: Mark Jay, Higher Doomsford, 
Burrington, Umberleigh, Devon, EX37 9NE; or by email to mark@markjay.co.uk 
(note that emails are not a secure way of communicating sensitive personal information)

What happens next?
I will respond to you within two working days of your complaint being received.  I will respond to 
your complaint within 20 working days. This response will include a clear rationale for the findings, 
which if appropriate will refer to agreed clinical guidelines or professional standards.

Stage 3
If after this stage you remain dissatisfied, I will bring in a third party to investigate and try to 
resolve the matter. 

Nursing and Midwifery Council (NMC)
The NMC will investigate any complaint from a member of the public who feel that the actions of a 
nurse or midwife may be putting the safety of patients or the public at risk. They can be contacted 
on 020 7681 5999 or http://www.nmc-uk.org/patients-public/Reporting-a-nurse-or-midwife-to-the-
NMC/

Care Quality Commission (CQC)
The CQC monitors and regulates this healthcare provider. Please note, however, that they do not 
investigate individual complaints. You can contact them with any concerns over the service you 
have received on 03000 61 61 61, enquiries@cqc.org.uk,  cqc.org.uk or 
http://www.cqc.org.uk/sites/default/files/media/documents/how_to_complain_about_a_health_care_
or_social_care_service_july_2013.pdf
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