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Complaints Procedure 

Tyndale Vets are commi1ed to providing the highest level of customer service and clinical care.  

We would hope that you never feel that our service has been unsa<sfactory, however in the event this does 
occur please bring this directly to our a1en<on to enable us to address such concerns. 

Most problems can be resolved quickly and easily by discussing any concerns with our team. Ideally, we would 
do this face to face or over the telephone. The best person to talk to is normally the person who dealt with the 
ma1er. Alterna<vely, please contact either the Prac<ce Manager or one of the Director team. 

If we cannot resolve the issue promptly on the spot or we need to inves<gate the circumstances further, we 
may need to get back to you. 

If you are not happy with the outcome, you can make your complaint formally, in wri<ng. Please include the 
following informa<on so that we can carry out a full inves<ga<on: 

• Your name and address, 

• Relevant dates and <mes, 

• Names of staff members involved if known, 

• The date and <me when it happened, 

• An outline of your complaint seJng out the facts clearly in the order in which they happened, 

• Tell us what you have done about the complaint so far and what response you have received, 

• Tell us what you would like us to do. 

We will acknowledge your complaint within 5 working days. If you have not received acknowledgement within 
this <me scale, please contact us to ensure that we have received your complaint and that there is no issue 
with your contact details. 

An inves<ga<on will be carried out including (where appropriate): 
• A review of pa<ent records, treatment and charges, 

• Staff interviews, 

• A review of phone logs and recordings. 

In most cases we hope to give you a full reply within 10 working days outlining the outcome of your complaint. 

If you are s<ll not happy, and depending on the nature of the complaint, you may then refer to a governing 
body. We use all complaints as an opportunity to improve. As a result we try to learn from our mistakes and 
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incorporate these lessons into procedure changes and con<nuous business development. 

If you have any comments, either posi<ve or nega<ve, then please address them to the Prac<ce Manager.
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