The Anatomy of a Complaint
A Patients Guide;
How to avoid unnecessary
risks & where to turn if you
have a complaint

Complaints Matter
Save Face, an organisation established to provide a
voluntary register of non-surgical cosmetic
treatment providers who have been independently
verified and inspected against a set of stringent
standards; explains how to avoid unnecessary risks
and where to turn when you have a complaint.
If you would like to report a complaint or raise a
concern about a Save Face accredited practitioner,
please click here to complete our complaints form.
We make the process as simple and as user
friendly as possible.
The Anatomy of a Complaint
There is no doubt the Great British Public have a
reputation for NOT complaining enough, or rather,
not confronting, or directing their complaints
effectively. We all complain about everything that
bothers us- the weather, politics, the ‘state’ of society. Programmes like Room 101 and Grumpy Old Gits
etc. serve to demonstrate how we all love a good grumble and a moan…whilst those like Watch Dog serve
to remind us how making a complaint can take a lot of conviction, emotional energy and TIME, too many
choose the path of least resistance and chalk it up to a bad experience; vowing not to go back/use that
service or product again/make that mistake again. We might leave a bad review on social media, it’s
enough to vent.
This blog is for those of you who are considering a cosmetic procedure, and those who have taken the
plunge and had a poor experience. The aim is to avoid finding yourself in a position where you have a
complaint, be it big or small. This is about your freedoms, your choices, your rights and your
responsibilities. If things do go wrong, you are not powerless.
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Freedom of Choice
The cosmetic market is a free market. You are free to have almost ANY kind of treatment, you are free to
have your treatment ANYWHERE. ANYONE is free to offer these treatments. The two poles of extreme
might be; buying the product online and injecting yourself in your own home, or seeing a plastic
reconstructive surgeon in a private hospital. You can shop around online and purchase Groupon or
Wowcher Vouchers, summon someone to come to your home, attend a ‘Botox® Party’… the possibilities
are endless!
The internet provides the ultimate in freedom. You can spend hours and hours researching and looking at
websites, social media and reviews. Sadly social media has become a tool that can be manipulated. There
is a growing army of professional bloggers and reviewers, paid to promote products and services. Also,
angry individuals get to vent, sometimes not telling the whole story. Ultimately, armed with as much
information, from as many sources as possible, you must sit before a professional and make your own
judgement. You are free to walk away, if you don't feel comfortable.
Choices
No one can force you to make one choice over another. This is never going to be an emergency decision.
You can take your time and do your research, consider your options, weigh up the pros and cons, the risks
and benefits. Your face/body, your choice. The government and regulators largely respect your right to
choose.
What are Your Rights?
The fact that the government respects your right to choose does not mean the law provides you with no
protection. Those providing this service, or any part of it, all have legal responsibilities and obligations
designed to protect you from harm. Healthcare professionals have further professional obligations and a
duty of care. Knowing your rights and how to exercise them can serve you well.
You have a right to informed consent.
This means that no one can do anything to your body without fully explaining, disclosing and discussing
exactly who they are, what they are going to do, what they are going to use, how it works, the risks and
benefits, the costs. Further, you must have sufficient time to process the information and have any
questions or concerns answered to your satisfaction. There must be absolutely no pressure for you to
proceed until YOU are happy to do so. You cannot legally provide consent unless you fully understand all
you want to know and need to know. In law, if you were not informed, you could not consent. This
constitutes assault. Being given a form to sign as you line up for treatment at a party, does not meet the
standards of consent. Feeling committed to proceed because you have paid a deposit or bought a voucher
would certainly compromise and probably breach the standards of consent. Though this loops back to
choices- choose not to purchase a voucher in advance of a consultation and choose to forfeit your deposit
and walk away, if you are not happy to consent to treatment.
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What Should You Expect from Your Treatment Provider?
The Practitioner must have both public liability and professional indemnity/medical malpractice
insurance
Sadly, this is only true of registered nurses, midwives, doctors, dentists and prescribing pharmacists. If you
receive a service from a registered doctor or nurse and when making a claim, find they are not insured, you
can report it to the relevant statutory body.





If you have been treated by a Nurse/ Midwife you can direct your complaint to the Nursing and
Midwifery Council
If you have been treated by a Doctor you can direct your complaint to the General Medical Council
If you have been treated by a Dentist you can direct your complaint to the General Dental Council
If you have been treated by a Prescribing Pharmacist you can direct your complaint to the General
Pharmaceutical Council

The Practitioner must be competent to provide the treatment
This particularly applies to regulated healthcare professionals (nurses, doctors, dental professionals and
pharmacists). If you feel a practitioner has been incompetent, you may raise a concern with their statutory
body. As detailed above.
The practitioner has a legal duty to ensure products used are safe and used as per the
manufacturers instructions, (General Product Safety Regulations 2005)
Those women who had PIP breast implants will tell you how difficult and expensive their dreadful
experiences were, so relying on legislation isn’t enough in and of itself. This legislation would also apply to
practitioners who encourage or even agree to the sharing of syringes of dermal filler for example.
Before receiving a prescription only medicine such as Botox®, you must have a face to face (not
Skype etc) consultation and assessment with a doctor, dentist or prescribing nurse or pharmacist
(not all nurses or pharmacists are qualified to prescribe).

This isn’t just a right; Whilst your friend, beautician or hairdresser may legally provide these treatments, it
is against the law for them to administer them without a valid prescription for you. Always insist on a
consultation with the prescriber and make a note of their full name and qualification (they should be
registered with the appropriate statutory register , and you are able to check these registers). If you have
undergone treatment without seeing a prescriber face to face beforehand then you may report the issue to
the MHRA or the police.
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Practitioners/Providers must be honest and ethical in their advertising and marketing
A quick google search will expose a multitude of questionable advertising, misleading claims or downright
dishonest claims- be sceptical. If you can’t verify it or it sounds too good to be true- it probably isn’t true.
Don’t be overly impressed by claims such as ‘experienced’, ‘fully qualified’, ‘Harley Street trained/
practicing’, ‘celebrity clients’ and titles such as ‘consultant’, ‘specialist’, ‘advanced’, in this world these are
all just adjectives or claims that anyone may choose to use and as such, they have next to no validity. Be
aware, ‘As featured in …(name your magazine or newspaper)’ , many (not all) publications feature paid for
advertorials supplied by the practitioners themselves. If your extensive google research lends credibility,
then by all means be impressed.
Advertising Standards Authority
Independent arbitration and or mediation
As of October 2015, a new piece of legislation has come in to force. All businesses and service providers
will are required by this legislation to sign post customers to alternative dispute resolution services should a
complaint not be satisfactorily resolved. It aims to motivate businesses to ensure good complaints
management and prevent cases escalating to courts. It is unlikely courts will agree to hear cases where
this service has not been utilised.
Make Responsible and Informed Choices

The more responsible you are in the choices you make, the better your chances of being supported if you
find yourself in the unfortunate position of having a complaint.
•

Whilst none of us want to pay too much for a treatment or service. Providing a safe and professional
service comes at a price read why in our blog post ‘Cheap Botox – But at What Cost?’
Do not select your practitioner on the basis of price alone.
Download the Save Face ‘Be Safe Check List’ for useful tips on what to expect and important
questions to ask.
Do not base your decisions on telephone or email enquiries. These are not ‘off the peg’ treatments.
The practitioner needs to take a medical history, understand your expectations, assess your needs
and suitability for any given treatment, and this cannot be done without seeing you.
Treat the consultation as part of your all important research;

does the environment look and feel safe?

Are you provided with the full name of the practitioner (not just first name or nick name)?

Do you know if the person treating you is a Prescriber? If not, ensure you have a face to face
consultation with the Prescriber and ensure you know their full name and qualification

Are you happy with the quality of information provided?
Be honest about your medical history, this is essential information to ensure the treatment is safe for
you.
Follow any aftercare advice provided, this is given to help you achieve the best results and minimise
the risk of unwanted side effects.
When you are provided with all the essential information to make informed consent, make sure you
read any forms you are given and fully understand and accept the risks described BEFORE you sign
anything. The contents of the consent form should be discussed with you and any questions or
concerns you have be answered.

•
•
•

•

•
•
•
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•

Ask the practitioner how they would look after you if something went wrong or you weren't happy with
the treatment outcome.
Consider how you would cope with any common side effects such as bruising or swelling and
schedule your treatment with this in mind. Also consider how you would cope if you suffered any of
the rarer complications and whether or not you would trust your chosen practitioner to manage and
treat such complications and look after you.
Do not feel pressured into making any rush or impulsive decisions, go away and process the
information and take as much time as you need. Steer away from pre paid vouchers and time limited
special offers.
If you are unfortunate enough to have a complaint or a complication, it is important you contact your
practitioner without delay and make an appointment to be seen. It may be possible to be advised or
reassured over the telephone if you are worried about common side effects, but possible
complications or poor results need to be physically assessed and documented in order to inform
proper management.
If you wish to seek either a second opinion or have your complication managed by someone else,
then ask your practitioner for either a referral letter or a copy of your treatment record. This will
provide any subsequent practitioner with essential information to inform a safe remedial treatment
plan.

•

•

•

•

How to Deal with the Consequences
Unfortunately it is all too common for professionals to have seen unhappy patients who don’t know the
name of the person who last treated them and don’t know what product was used. They turn to others for
help either because they don't trust the last person who treated them to ‘fix’ the problem or they have found
it impossible to be seen or heard by that practitioner; mobile phone messages and emails are ignored,
Facebook posts are deleted and there is no business address to write to.
It is becoming increasingly common for individuals to attempt self treatment with products they have bought
online. Not knowing what these products actually are means professionals are unlikely to be able to help
correct problems which inevitably occur. These treatments cannot be learnt from YouTube or instruction
leaflets and legitimate products are not available for sale directly to the public.
Avoid feeling too embarrassed or ashamed to make a complaint, by being as responsible as possible in the
choices you make.

How to Make Your Complaint Count
In the first instance you should always contact the clinic or practitioner who provided your treatment, please
refer to our guidance document on how to make a complaint for further information. A professional provider
is likely to treat any complaint with the proper concern it deserves and endeavor to manage your complaint
fairly and protect your safety. If this is not the case, depending on the nature of your complaint, you may
choose to take further action
To escalate a complaint that you feel has not or cannot be satisfactorily managed by the provider, you will
need to be armed with essential information and as much evidence as possible.
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What evidence can you provide to support your complaint?
As a minimum, you will need:
•
The full name of the person who treated you and their contact
details; telephone, email, website/Facebook address
•
The address of the location you were treated
•
Dates
•
The product used and information provided, including any
communication regarding your complaint; document any telephone
calls, text messages, emails or letters; written information has more
weight than verbal information. Photographs and screenshots are
also useful.
Where to Direct Your Complaint
If your complaint is regarding quality of service and you are seeking
redress you can view your rights here.
If you are dissatisfied with the service provided and are seeking a refund
If you have requested a refund because you have not been satisfied with the service provided and
following a professional complaints process this has been refused, from October, 2015 new legislation
enables you to seek independent mediation or arbitration in order to resolve your complaint avoiding
recourse to the small claim courts. Click here for more information.
If you wish to seek financial compensation for medical harm caused, you will need to seek legal
advice.
The Citizens Advice Bureau Provides useful information on seeking redress in the small claims court. Or
you may choose to contact a solicitor. A simple google search of medical claims/ no win no fee provides a
choice of firms to contact.
Regulatory and Professional Bodies you may Raise Concerns to

Reporting to a regulator is particularly important if your experience has caused you harm and others might
be protected from suffering a similar experience if stringent action is taken. Regulators are primarily
responsible for public protection.
If you have suffered a complication or physical harm caused by the product used.
You need to direct your complaint to The Medicines and Healthcare Products Regulatory Agency (MHRA)
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If you have suffered harm or a complication after being treated by a regulated healthcare
professional
Regulated Healthcare Professionals are required by their respective statutory bodies to maintain certain
standards of practice and ethics that may be higher than those required by the law. Professional Standards
are published on their websites in addition to searchable registers of all those they regulate, plus
information about how to complain or raise a concern.





If you have been treated by a Nurse or Midwife you can direct your complaint to the Nursing and
Midwifery Council
If you have been treated by a Doctor you can direct your complaint to the General Medical Council
If you have been treated by a Dentist you can direct your complaint to the General Dental Council
If you have been treated by a Prescribing Pharmacist you can direct your complaint to the General
Pharmaceutical Council

If you find the person who treated you was not who they claimed to be (i.e claimed to be a doctor or
registered nurse and is not on the professional register(s) listed above and has caused you harm,
you should contact the Police.
Professional Associations
Professional Associations provide their members with information, guidelines, educational opportunities,
peer group support, and require members to abide by professional codes of conduct.
Though such associations are not regulators, they value the credibility of their brand and promote best
practice standards. If you have a concern about a member of such a professional association, you may
choose to report your concern to their professional Association.

Some cosmetic Doctors are members of The British College of Aesthetic Medicine

Some cosmetic Nurses are members of The British Association of Cosmetic Nurses
If you have undergone treatment without seeing a prescriber beforehand then you may report the
issue to the MHRA .
This isn’t just a right; whilst your friend, beautician or hairdresser may legally provide these treatments, it is
against the law for them to administer them without a valid prescription for you.

If you were mis-led by false advertising
Direct your complaint to the Advertising Standards Authority (ASA). The ASA applies the advertising
codes and upholds standards in all media on behalf of consumers, business and society. The Codes (TV,
radio, and non-broadcast) are written by the Committee of Advertising Practice, part of the industry wing of
the self-regulatory system. The broadcast side of the business is conducted in a co-regulatory partnership
with the communications regulator Ofcom. The ASA responds to written and telephone complaints (from
the public and business competitors), and its website has an online complaints form. It also deals with
complaints referred by other agencies, including Trading Standards. The ASA is recognised by the Office of
Fair Trading (OFT) as the established means for dealing with misleading advertising under the control of
Misleading Advertisements Regulations.
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Save Face are Here to Help and Support You
A primary function of Save Face is to support you to make safe choices. We have independently assessed
and verified each and every one of our accredited clinics and practitioners, so whenever you choose a
Save Face accredited clinic you are assured of the following assurances set out in our patient charter.
Every practitioner on our register is a regulated healthcare professional who has voluntarily submitted to
verification and inspection and agrees to uphold our published standards. This includes a professional
process for managing complaints, or expert advice and support when things go wrong.

If you have had a bad experience we would encourage you to share it with us, in
confidence, to help inform standards and educate others. Click Here to take our survey.
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