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Registration & tea/coffee

NHS and Private Practices complaints handling process and what
patients really want

Evidence based and successful pro-active assessment strategies
Coffee break

Psychological influence techniques, behavioural psychology, body
language and facial micro expressions to spot a disgruntled patient
early

Lunch

You and your team can practice confidently and not be overly fearful
of complaints

Practical understanding of CQC outcomes 17, managing dental
complaints, looking at the key element within this process

Afternoon coffee break

Ensuring that your team can have the opportunity to resolve disputes
and complaints locally without them escalating to higher authorities

Finish time



