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PATIENT INFORMATION LEAFLET
Practice Complaints Procedure
If you have a complaint or concern about the service you received from the doctors or any of the staff working in this practice, please let us know.  We operate a practice complaints procedure as part of an NHS system for dealing with complaints.   Our complaints system meets national criteria.

How to complain
We hope that most problems can be sorted out early and quickly, often at the time they arise and with the person concerned.  If your problem cannot be sorted out in this way and you wish to make a complaint, we would like to let us know as soon as possible, ideally within a matter of days, or at most a few weeks, because this will enable us to establish what happened more easily.  If it is not possible to do that, please let us have details of your complaint.

· Within 6 months of the incident that caused the problem; or

· Within 6 months of discovering that you have a problem, provided that this is within 12 months of the incident.

Complaints should be addressed to Carol Sams, Practice Manager or any of the doctors.

Alternatively, you may ask for an appointment with Practice Manager in order to discuss your concerns.  She will explain the complaints procedure to you and will make sure that your concerns are dealt with promptly.

What we shall do
We shall acknowledge your complaint within two working days and aim to have looked into your complaint within ten working days of the date when you raised it with us.  We shall then be in a position to offer you an explanation, or a meeting with the people involved.   When we look into your complaint we shall aim to;

· find out what happened and what went wrong;

· make it possible for you to discuss the problem with those concerned, if you would like this;

· make sure you receive an apology, where this is appropriate;

· identify what we can do to make sure that the problem doesn't happen again.

Complaining on behalf of someone else

Please note that we keep strictly to the rules of medical confidentiality.  If you are complaining on behalf of someone else, we need to know that you have their permission to do so.  A note signed by the person concerned will be needed, unless they are incapable (because of illness) of providing this.  There has to be proof of this.

Complaining to the Health Authority
We hope that, if you have a problem, you will use our practice complaints procedure.  We believe this will given us the best chance of putting right whatever has gone wrong and an opportunity to improve our practice.  But this does not affect your right to approach the local health authority, if you feel you cannot raise your complaint with us, or you are dissatisfied with the result of our investigation.  You should in the first instance, contact the Primary Care Trust (PCT).  The address is:





PALS (Patient Advice Liaison)





Kestrel House





Hedgrows Business Park





Colchester Road





Springfield





Essex





Tel:  01245 398770

Failing this you can contact:





Complaints Manager





The Healthcare Commission






Complaints Team





Peter House





Oxford Street




Manchester M1 5AX





Telephone number 020 7448 9200





www.healthcarecommission.org.uk

OR





The Ombudsman





NEHA





Carnarvon House




Carnarvon Road




Clacton- on- Sea





Essex CO15 6QD





Telephone number 01255 206000
GUIDANCE FOR STAFF





      APPENDIX A

COMPLAINTS, COMMENTS AND SUGGESTIONS

Introduction

1. In line with the introduction of new complaints procedures throughout the NHS, we are revising our own practice-based system for dealing with patients’ complaints.  We shall be working with the whole practice to put together a practice-based complaints system that suits our practice and meets the nationally agreed criteria for practice complaints systems.

2. Handling complaints well can lead to greater satisfaction and improved services for patients. At the same time, we are aware that for the practice dealing with complaints can at times be stressful and difficult.  This is why we believe that a good system for dealing with complaints, supported by all practice staff, is very important.  Everyone working in the practice needs to understand the procedure.

3. Comments and suggestions are valuable too.  Patients often have good ideas about ways of improving things that we are too close to the work to see for ourselves.

4. It is much better that we deal with comments, suggestions and complaints within the practice rather than allowing a grumble to turn into something that has to be investigated by the Health Authority.

Preventing Complaints

Occasionally, you may even be able to prevent a complaint.  For example, if, during or after your contact with a patient, you think he or she is dissatisfied with the service provided, please explain what happened as soon as you can to Carol who administers the complaints procedure.  This will allow Carol to contact the patient, if appropriate, before he or she decides to make a complaint.

Objectives

· The objectives of our system are to:

· Enable patients to express comments, suggestions and complaints to the practice when they feel dissatisfied with the service provided;

· Provide patients with an explanation of what has happened; where appropriate, an apology, and an assurance that we have taken steps to prevent the problem recurring, where this is possible.
Contact with people who make a complaint


APPENDIX A2
1. While Carol Sams will be responsible for administering the complaints system, any member of staff may find he or she is the first point of contact for someone who wishes to complain.  All members of staff should be familiar with the content of the practice complaints leaflet.

2. Dealing with people who are distressed or angry is not easy – first contact in these situations is very important.  Points to remember are:

· help the person feel relaxed.  It is important that he or she realises the complaint will be dealt with professionally and sympathetically.

· give the impression that the procedure we have set up is for patients’ benefit and that we regard responding to complaints is part of good management.

· offer a private place in which to talk about the problem.

· listen carefully in order to establish the facts.

· suggest that he/she sees Carol Sams at the practice if possible, and arrange an appointment for this yourself.

· always give the person a copy of the practice complaints leaflet (held in Reception).

· make a detailed and dated note of what the patients says and your response, if not during the meeting, immediately afterwards.

· do not offer any explanation at this stage, as the matter has yet to be investigated.

3.
After the initial contact with the person complaining, you must pass on the details of the complaint to Carol without delay.  We have to send a written acknowledgement within two working days.  Do not investigate the complaint any further yourself – Carol will then make contact with the person complaining.  She will investigate the complaint fully, arranging a meeting with those involved, if appropriate.  She will then send a response to the person complaining within 10 working days.  Any subsequent queries from the complainant should be referred to Carol.

Review meetings
We shall look back periodically to see what people have complained about or commented on, whether complaints have led to improvement in patient services, or whether there is further action we should take.  We shall also review the way the complaints system itself is working.  We welcome comments from staff on the operation of the system at any time.
COMPLAINT FORM
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Complainant’s details

Name       ...…………………………………………………………………………….

Address    ……………………………………………………………………………..

                 ………………………………………………………………………………
Patient’s details (where different from above)
Name       ………………………………………………………………………………

Address    ………………………………………………………………………………

                   ……………………………………………………………………………...

Date of Birth ……………………Usual Practitioner ……………………………….

Details of complaint (including date(s) of events and persons involved)

Complainant’s signature  ………………………………     Date……………………

Where the complainant is not the patient:

I                                                                           authorise the complaint set out 

overleaf to  be made on my behalf by                             

And I agree that the practice may disclose to him/her (only in so far as is 

necessary to answer the complaint) confidential information about me which 

I provided to them.

Patient’s signature       ………………………………….        Date …………………..

Name and address     …………………………………………………………………….

                                       …………………………………………………………………….











s/carols

