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Caring for your Animals

Complaints Procedure for Front-of-House Staff

The aim of this protocol is to ensure that we continue to give excellent service to our
clients in all circumstances including during the complaints process. In the event that
a staff member finds themselves in the position of being first point of contact when a
client makes a verbal complaint (either over the telephone, or face-to-face) they

should:

e Endeavour to take the conversation to a quieter part of the practice — this
may involve transferring the telephone call to a phone not located in
reception, or taking the client to sit in a consulting / nurses room.

e Thank the client for bringing the matter to their attention, and ask for a brief
indication of the nature of the complaint.

e Listen empathically, and summarise back to the client what they have
understood of the situation.

e Express regret that the client is dissatisfied, and reassure them that we wish
to resolve the matter for them. The staff member should ask the client how
they would like to proceed with our Complaints Procedure:

i)

Informally, by the person(s) with main responsibility for the area of the
complaint. If this is the case, take full contact details and assure the
client that the matter will be dealt with as soon as possible. Given that
some staff members are part-time try not to make specific promises
with regard to timings. Inform the relevant staff member as soon as
possible, giving them all relevant details as to the nature of the
complaint.

More formally, in writing. If this is the case, ask the client to put their
complaint in writing, addressed to the Business Manager (this can be
via post or email if more convenient). Inform the client that they will
receive an immediate written acknowledgement of their complaint and
that the matter will be fully investigated.



