‘oint Council for Cosmetic B ractitioners

Making a Complaint or Raising an
Issue of Concern

§ Raising a concern about a Registrant

If you are amemberofthe public, then please clickhere to complete ourformandyou willreceive an
acknowledgmentwithin 5working days.

If you are someone who works (orhas worked)in the non-surgical cosmetic orhairrestoration surgery
sector, then pleaseclickhere to complete ourform and you will receive an acknowledgment within 5
working days.

§ Raising a concern about an Education/Training Provider or course

Toraiseaconcern, please complete ouronline formand you will receive an acknowledgment within 10
working days.

§ Raising a concern about the JCCP

Toraiseaconcern, please emailcomplaints@jccp.org.uk and you will receive an acknowledgment within
10 working days.

§ Guidance

Itis often stressful to raise a concern orto complain - this guidanceis designed to help you present your
issue of concemn.

We at JCCP assess and monitorregulated aesthetic practitioners who offernon-surgical aesthetic
treatments to ensure they are appropriately qualified, experienced and trained to practise safely.
Regulated Aesthetic practitioners who are accepted onto the JCCP Register(called Registrants) agree to
respectandto practicein accordance with the JCCP/CPSA Code of Practice. The Code of Practiceis
focussedon patientsafetyand public protection. The needs of patients/clients are the Council’s first
priority. Both the JCCPand ourRegistrants arerequired to be open about whatthey do and have a duty of
candourtorespectandrespond candidly to yourconcerns. If you believe you have notbeen welltreated,
itisbestthatyousayso.Inthatwaythe problemcanbereviewed and considered with the aim of
resolution foryou (and with you). During this process we will alllearn how to improve ourservices and do
betterinthe future.

The JCCP provides two publicregisters:

e AProfessional Standards Authority (PSA) Accredited PractitionerRegister

e ARegisterof Approved Qualifications and Approved Education and Training Providers (whichis not
accredited by the PSA)
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The JCCPalsohasaduty of candourto ensure thatitconductsits businessinaccordance withits
Constitutionalresponsibilities, Company Law, and the governance requirements of the UK Charity
Commission.

The JCCP‘Mission’ places public protection and patientsafety atthe core of its activities. The JCCP has
setoutitsvaluesagainstwhichits functions maybejudgedandheld to account:

Values of the JCCP

e ToupholdPatient Safety and Public Confidence as the core driving forces of the JCCP.

e Tooperateits Registers of Practitioners and Approved Education and Training Providers undera Code
of Practicethatembodiesrobust ethical standards.

e Tobeopen,fair,andindependent.

e Tocommitto Equality of Opportunity, Inclusion and Diversity

e Toworkin partnership with patients and allkey stakeholdersin the aestheticindustry.

e Torecogniseinnovationand evidenced-based practice andrespondto change.

We discharge ourresponsibility to protect members of the Public by:

e Applyingstrict standards forentry to the JCCPPSA accredited PractitionerRegisterand to the
Education andTraining Register(non-PSA Accredited) and forcontinued registration.

e Approving qualifications and education and training providers that deliverqualifications thatmeet the
standards.

® Maintaining aregisterofindividuals who successfully complete those programmes and approval
procedures.

® Takingactionifthe standards maynothave beenmet.

® Establishing clearand simple procedures to enable the public toraiseissues of concern about the
professional practice of registrants orotherkeyissues of concernrelated to aesthetic education,
training and standards of aesthetic practice.

® Providing simple and easily accessibleinformation to the public who are considering non-surgical
aesthetic treatments.

Itis naturalthatyou mightfeelworried aboutraising a concern. We atthe JCCPunderstand this and will
takeyourconcerns seriously, lookinto whatyou say and provide you with the support, advice and
guidancetoraiseyourconcern. The JCCPwillnottolerate the harassment orvictimisation of anyone
raising aconcern, norwillwe tolerate any attempt to dissuade you fromraising a concern. Such behaviour
would be abreach of ourvalues asanorganisation and, if yourconcern/complaintis upheld following our
investigation, this couldresultin disciplinary action being taken by the JCCP's Fitness to Practise team
againstthe Registrantconcerned.

Raisingaconcernis seenbyus atthe JCCP, and by ourRegistrants and Education and Training providers,
as apositive and helpfulthing to do. Whatevertheresult of yourcomplaint, there willneverbe a backlash
orreprisal. More likely there willbe thanks forassisting us to improve service userexperience and the
quality of the services provided to members of the public within the non-surgical aesthetic sector.

Whetherornot the person/organisationis JCCPregistered orapproved, you canstilltellus atthe JCCP
aboutyourconcern. The JCCPmayinvestigate ourRegistrants and Approved Education and Training
Providers and take any necessary action, oritmay shareyourconcerns about non-Registrants/education
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providers with relevantbodies (such as the professional statutory bodies [e.g., the General Medical
Council, the General Dental Council orthe Nursing and Midwifery Council etc.]), orthe Advertising
Standards Authority). The JCCP also has a duty to share relevantinformation regarding complaints
regarding ourRegistrants with otherProfessional Standards Authority Accredited Registersin the
interests of transparency and public protection.

§ Complaints about the Joint Council for Cosmetic Practitioners

The JCCPandits Trustees are accountable forthe mannerin whichit conductsits businessinaccordance
withits Constitutional responsibilities andin accordance with both Company Law and with the
governancerequirements setdown by the UK Charity Commission (as noted above). Any complaints that
arerelated to the JCCPitself should bereported directly to the JCCPvia complaints@jccp.org.uk.

Complaintsrelating to the JCCP are the responsibility of the Executive Chairand Registrarof the JCCP.

§ JCCPRegistrants

AllJCCPRegistrants abide by a Code of Practice thatrequires themto explain to you whatto doifyou are
concerned aboutyourtreatmentand patient/clientexperience. You can checkif the personyou are
concemed aboutis one ofthe JCCP’'s Registrants by clicking here . The JCCP also places aresponsibility
onallRegistrants to ensure that they are open and honest when things go wrong during the exercise of
theirduty of care forpatients/service users and during theirtreatment process. Such responsibilities and
expectations are setdown inthe JCCP/Code of Practice (whichis available forinspection on the JCCP
website).

AllJCCP PractitionerRegistrants arerequired to have a ‘Complaints Procedure’ in place. If you wish to raise
aconcern, askto seeyourPractitioners Complaints Procedure. Read itand decide what to do next.
Discussitwith yourPractitioner. Most often, yourconcern can be sorted out there and then. If you and
yourPractitionercannotagree, there are ways to resolve yourcomplaint. The choice of which depends on
the Practitioner’s type of practice.

1.If yourRegistrantworks as a self-employed practitioner, they may belong to the Cosmetic Redress
Scheme. This scheme provides anindependent arbitration service to deal with complaints and breaches
of consumerlegislation such as perceived unfairtreatment by theregistrant to the complainant. 2.If the
Registrantworksin alarge cosmetic chain such as, forexample ‘sk:n’ or‘The Private Clinic’, then the clinic
willofferyou accesstoitsinternal processesinitiallyand then to the Independent Sector Complaints
Adjudication Service (ISCAS) if they areunable to solve yourcomplaint. Acompletelyindependent
person (mediatororadjudicator) willassess the evidence you submitand make an adjudication or
mediation whichis bindingupon both you and the provider 3.If the Registrant does not offeryou a way to
make yourcomplaint, oryou preferto come direct, then feel free to raise yourconcern with the JCCP.
Using the complaints formabove.

Complaintsrelating to JCCP PractitionerRegistrants are the responsibility of the Registraracting
alongside the Chairs of the Fitness to Practice Committee and members of the JCCP PractitionerRegister
Committee who willreview any complaintmade againstits Registrantsin accordance with the JCCP’s
published Fitness to Practice procedures (as published on the Practitionersection of the JCCP Website).
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The concerns we investigate

The JCCPacceptsallconcemns aboutitsregistrants. However, more serious concerns thatcould pose a
riskto public safetyand which mayindicate abreach of our'Code of Conduct’ may need to bereferred to
the JCCPFitness to Practice Committee forinvestigation. This committeeisindependent of the JCCP’s
internal governance systems andis committed to actingimpartially. The test or‘threshold’ forassessing
andreferring these more serious public safety concernsis, in the firstinstance, the JCCP Code of Practice.
Where non-compliance with the JCCP Code presents a concern of sufficientrisk, including allissues of
public protection against JCCP standards relating to competence and malpractice we willreferthe
matterto the JCCP Fitness to Practice Committee forinvestigation. The following concerns typically meet
the threshold forsuchinvestigation.

® criminal prosecution,

® referralfromanotherPSA Accredited Register,

® referralfroma Professional Statutoryregulator(e.g., the GMCorNMCetc.),
® child/adultsafeguarding concerns,

® potential EDI/discrimination challenge,

® bullyingandharassment.

If the JCCP determines thatany of the above thresholds have notbeen met, we undertake to provide
writtenjustification forourdecision.

We willalso considerhealth concerns, including forexample substance abuse and alcoholdependency,
where there may be ariskof harm. The JCCPis aware that some concerns may also cause reputational
damagetoboththe JCCPandto the Registrant’s profession; we considerthis when reviewing
complaints againstthe above thresholds.

When acomplaintdoes not meet this threshold forreferral, we may still request aregistrant to undertake
improvement action and/oradvise themhow to improve theirconduct. Inthese cases, we expect
registrants to reflect, to demonstrateinsight and to understand therationale forimprovement and to
reaffirm theircommitmentto comply with the JCCP Code of Practice. We communicate these outcomes
to the complainant, along with the basis forthe decisions we take.

How we publish outcomes

Itisanimportant feature of public protection thata memberof the public can make safe choices. Ifa
registrantreceives a sanction afteraninvestigation, the JCCP publishes the sanctioninline with ourpolicy
JCCP publication procedure for fithess to practise and registration outcomes.

§ JCCP Approved Education and Training Providers

AllJCCP Approved Education and Training providers and Qualification Awarding Bodies (as published on
the Education and Training section of the JCCP Website) abide by conditions set by the JCCP thatrequires
themto provide theirprogrammes of study strictlyin accordance with the JCCP ‘Competency
Framework’ (2028)? andin accordance with conditions setdown by JCCP/Ofqual/SQA Approved
Awarding Bodies. You can checkif the education and training provideryou are concerned aboutis one of
the JCCP’s Approved providers by searching on the JCCP’s website (as published on the Education and
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Training section of the JCCP Website). The JCCP also places aresponsibility on all Approved Education
and Training Providers to ensure that they are open and honest when things go wrong during the exercise
of theirduty of care forpatients/service users and during theirtreatment process.

Complaintsrelating to JCCP PractitionerRegistrants are the responsibility of the JCCP Education and
Training Committee.

§ Who canraise concerns?

Aswellas patients/clients who havereceived aesthetic treatments any member of the public, and
anyonewho works (orhas worked)in the non-surgical cosmetic orhairrestoration surgery sectorcan
raise concerns; thisincludes contractors, product manufacturers, insurers, pharmacists, education and
training providers and any otherinterested party.

§ What concerns can | raise?

You canraise a concern aboutanyrisk, malpractice orwrongdoing you thinkmay harm patients/clients.

Justafew examples mightinclude (butare by no meansrestricted to):

e Complaintsaboutthe JCCPandits appointed Trustees and the mannerin which the Council
dischargesits functions andresponsibilities.

e unsafepatient/clientcare ortreatment experience

e unsafeworking/premises standards

® inadequateinduction ortraining forpractitioners

® l|ackof, orpoorresponseto areported patientsafetyincident

® breachesof equality standards

® mattersrelating toinappropriate advertising of services oreducational provision

® unacceptable experiencesrelating to dignityandrespect

® breachesininformation governance ordata sharing/confidentiality

® unacceptableperformancebyone ofthe JCCP’s approved education and training

providers/awarding bodies.

The JCCPRegistrarwilldetermine if the matterof concernraisedis an appropriate matterto be dealt with
by the JCCP. Allcomplaints about Registrants will be referred to the Chairof the JCCP PractitionerRegister
Committee forconsideration and action.

§ What should | do if | am dissatisfied with the outcome of my Complaint?

Complainants areinvited toinitiate the following appeals process aftera decision hasbeen made by the
JCCPontheoutcome of apreviously presented complaint. Forexample:

e Acomplainanthasbeentoldthatthe JCCPwillnotfollow up theconcernasitdoesnotmeettheir
definition of a ‘complaint’.
® Acomplainantis dissatisfied with the speed of the follow up process.

® TheJCCPhascompleteditsinvestigation of the complaint follow up and the complainantis
dissatisfied with the outcome.
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Step 1- Initiation of the appeals process

Please submit (in writing) as much information as possible about the reason why you are dissatisfied.
Please submityourappealto complaints@jccp.org.uk.

Uponreceipt of the complaintthe complaint will be referred within three working days to the JCCP
Registrarand the date the appeal was received willbe recorded.

The complainantwillbeinformed at that time that the matterhas been referred to the JCCP Registrar
andthe JCCP Chairforconsideration.

Step 2 - Carrying out the appeal

Where a complaintwas previously managed by the JCCP Registrar, the appeal willbe led by the JCCP
Chair. The JCCP Chairwill:

Process appealsrelating toissues where a decision was made not to follow up a complaint, orwhere
the complaintwas followed up by the complaints team.

Carmy outa paper-basedreview of the complaint to identify whetherthe JCCP’s complaints procedure
has been followed.

Obtain additionalinformation fromthe JCCP’s complaints handling teamwhere thisis identified as
necessary.

Investigate the appealandreach a decision within 10 working days of the appeal being raised.

Step 3 - Actions resulting from the appeal

Instructthe JCCP complaints team where furtherlines of enquiry are identified.

Informthe complainant of the outcome of the appeal and advise them and explain the reasons forthis
decision.

Advisethe complainant, if necessary, thatif they remain dissatisfied, they can take the appealto the
nextstage andrequestaformalreview of the appeal decision by two independent JCCP Board
Trustees.

Confidentiality

We hopeyou willfeel comfortableraising yourconcern openly, butwe also appreciate you maywantto
raise the matterconfidentially. This means that while you are willing foryouridentity to be known to the
JCCP, youdo notwantanyone else to know youridentity. Therefore, we will keep youridentity confidential
and processyourpersonal datain linewith ourprivacy notice, if thatis whatyou want, unless required to
discloseitbylaw (forexample, by the police). You can of course choosetoraise yourconcern
anonymously, without disclosing yourname, but that willmake it difficult forus to investigate thoroughly
andto provide you with feedback on the outcome of anyinvestigations.

These guidelines are written in support of the JCCPvalues and mission.

Implementation April 2023 Reviewed May 2026
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