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Aims:

To provide an understanding of how to reduce the risk of complaints in the dental surgery and to introduce the General Dental Council’s six 
core universal principles of best practice in handling complaints.

Objectives:
Identify the meaning of a complaint; know the General Dental Council’s six core universal principles for best practice in handling 
complaints; identify the current regulations regarding complaints; recognise potential causes of patient dissatisfaction and what 

outcomes a complainant may be looking for;	 identify some of the complaints made to the Dental Complaints Service during the COVID-
19 Pandemic; identify the responsibility of the dental professional in handling complaints; recognise measures that can be taken to reduce 

the risk of complaints; demonstrate knowledge of good practice in basic communication skills; identify the key aspects of a clear and 
effective complaints procedure;identify where to send patients for help and advice regarding NHS and private complaints if a satisfactory 

solution cannot be reached within the dental practice; and, pass an on line assessment.

Learning Content:
Completion of this verifiable CPD article will update your knowledge on Complaints Handling and will introduce you to the 6 core principles 

of best practice relating to the handling of complaints. Update published January 2022. Next review January 2023.

Development outcomes:
This CPD course meets the criteria for the GDC's development outcome A
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