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Complaints Procedure
Objectives:

To ensure that if a patient (or persons acting on their behalf) is not satisfied with any service provided by the Practice, whether this be medical or administrative:

1. That the complainant is dealt with in an effective and timely manner.
2. The complainant is given an adequate opportunity to discuss their grievance.

3. Where possible the complainant should be given an apology, and/or a reason/explanation as to why the grievance occurred.

4. The complainant should feel that they have had an adequate opportunity to state their case fully and that they have been fairly treated, whether the problem has been resolved or not.

Responsibilities:

Any of the complaint’s procedure should also be applied to any person acting on behalf of the patient.

1. All staff will be provided with adequate training to enable them to implement the Practice procedures.  This will involve them having:

a. A full understanding of the patients’ rights

b. The patients' rights and the Practice protocol.

c. Those who have direct patient contact, will be given specific training on how to manage difficult situations i.e. dealing with anxious or aggressive patients.

2. When any member of the team is made aware of a patient’s dissatisfaction, they should make every effort either to resolve the grievance immediately, or to refer the matter to the appropriate member of the Practice team to follow up.

3. When a written complaint is received or if a patient wishes to make a verbal complaint, the matter should be referred to the complaints managers Amanda LaPorta or Debbie Sanger.  Wherever possible this referral should be immediate.  However, if this is not possible then:

a. The situation should be carefully and fully explained to the patient.  An appointment, if deemed appropriate, should be offered to them.

b. If this is not convenient, then the patient should be advised to notify the Complaints Managers or in their absence the Deputy or Practice Manager of their grievance in writing, or alternatively the Manager would contact them back by telephone.  This acknowledgement should be within 2 working days.

c. Where this is not possible the complaint should be referred to a senior member of the team or an appropriate Partner who will then acknowledge, within the statutory guidelines i.e. 2 working days.  The complainant will be asked to complete a Practice complaints form, which will record the details of the complaint. Or they can 

Write / email their concerns, without the need to use the practice pro forma documents
4. A complaint should be resolved within 10 working days.  An extension of 1 month is allowed when certain cases prove particularly difficult to resolve.  

5. At all times impartiality will be observed.  Records of all complaints will be kept but will be filed separately from patient’s medical records.

It would be preferred that all complaints relating to any individual person employed by, or a service provided by the Practice, be discussed with the Management Team or Senior Partner. 
As part of the management of complaints in NHS England (as in many CCGs), there is joint working with Commissioning Support Units.  Please note – the details relating to your complaint - may need to be shared with a CSU. If the patient does not want us to share information with the CSU, they will need to inform us as part of their complaint.  If we require consent for the investigation, we will contact the patient direct to ensure we have the appropriate consent in place. 

Where patients contact the central “Contact Centre” we will be made aware of the issue, but would also ask that correspondence is shared directly with the Area Team to enable us to begin investigating the complaint and so reduce delays in response to the patient. The NHS England email address for the complaints team is england.contactus@nhs.net
A response will be provided within 25 working days, with the provision for a complainant to agree a longer period if necessary.

The Contact Centre details are as follows:

Post :
NHS England
PO Box 16738
Redditch
B97 9PT
Email :
england.contactus@nhs.net marked ‘For the attention of the complaints manager’ in the subject line
By telephone – 0113 824 8686
Complaint  Form

Complainants Details:

Name:

Address:

Patients Details  (if different from above)

Name:

Address:

Date of Birth:

Name of Doctor usually consulted with:

Details of Complaint:

These should include dates of events and persons involved.

Signature of Complainant:                                                          Date:

Consent Form / Complaint Form

 Where complainant is not patient

I …………………………………………… authorise the complaint, to be made on my behalf by     …………………………. 

I consent to the Practice disclosing only those details from within my medical records that are relevant to answer the complaint.

Patient’s signature:                                                                    Date:

Name & Address:
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