
 

Patient Charter 

Welcome to PHI Clinic.  We are honoured that you have chosen to consult and / or have treatment 

with us.  We pride ourselves in delivering the highest standards of service and patient care.  

Accordingly, we have created our own patient charter to inform you of what you can expect from us. 

What you can expect from us: 
 
1. We are a patient centred clinic and promise to always conduct our services to you in a 

professional manner and with your best interests at heart. 
2. We shall strive to treat you in a timely, respectful and courteous manner. 
3. We protect your privacy and patient confidentiality. 
4. You can be assured that you will always receive treatment from highly trained practitioners 

using the best products and devices. 
5. We shall aim to be as flexible as possible to accommodate any needs you may have. 
6. We shall conduct a thorough consultation to allow you to understand all your options and make 

an informed decision.  
7. We shall never coerce or pressure you into having a treatment.  
8. Being a centre of excellence, we endeavour to run the clinic as smoothly as possible at all times.  

However, we often have events or unforeseen circumstances which may lead to unintentional 
delays to your consultation or treatment.  
 

What we expect from you: 
 

1. To make yourself aware of the clinic’s terms and conditions so that you are familiar with our 
protocols. 

2. To notify us in a timely manner of cancellations or if you are running late. 
3. If you need to contact a specific member of staff, please allow time.  Invariably, our clinicians 

have full diaries and it may take time to reply to phone calls.  Email is our preferred route of 
communication. 

4. To fully disclose all medical history. 
5. To inform us if you are not satisfied with any aspect of your care and follow our complaints 

procedure if necessary.  
6. We take all feedback very seriously.  If you have any complaint, no matter how small, please 

inform a member of staff and you will receive correspondence on the matter from one of the 
directors within 10 working days. 

7. In a service industry such as ours, there may be unforeseen events that impact on the patient 
experience.   We endeavour to do our best to minimise this impact and to address any issues 
that have arisen and which are in our capacity to amend. 

 
We look forward to welcoming you on your PHI patient journey. 
 
Signed:   
 
Name: 


