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COMPLAINTS PROCEDURE  

 
 
INTRODUCTION 
This procedure sets out Cressex Health Centre’s approach to the handling of complaints and is intended as an 
internal guide.  

POLICY 

The Practice will take reasonable steps to ensure that patients are aware of:  

 The Complaints Procedure. 
 The time limit for resolution.  

 How it will be dealt with. 

 Who will deal with it? 
 Lead GP handling complaints. 

 Their right of appeal 

 Further action they can take if not satisfied. 

 The fact that any issues will not affect any ongoing treatment from the surgery and they will continue 
to be treated. 

 
PROCEDURE 
 
Receiving of complaints 
The Practice may receive a complaint made by, or (with his/her consent) on behalf of a patient, or former 
patient, who is receiving or has received treatment at the Practice, or: 
 

 Where the patient is a child: 
by either parent, or in the absence of both parents, the guardian or other adult who has care of 
the child; 

 by a person duly authorised by a local authority to whose care the child has been committed 
under the provisions of the Children Act 1989; 

 by a person duly authorised by a voluntary organisation by which the child is being 
accommodated 
 

(b) Where the patient is incapable of making a complaint, by a relative or other adult who has an interest in 
his/her welfare. 
 

PERIOD WITHIN WHICH COMPLAINTS CAN BE MADE 

The period for making a complaint is normally: 
 
(a) 12 months from the date on which the event which is the subject of the complaint occurred; or  
 
(b) 12 months from the date on which the event which is the subject of the complaint comes to the 
complainant's notice. 
 
Complaints should normally be resolved within 6 months. The practice standard will be 10 days for a response 
if the investigation will take longer the practice must advise the complainant of the expected timescale  
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The Complaints Manager or lead GP has the discretion to extend the time limits if the complainant has good 
reason for not making the complaint sooner, or where it is still possible to properly investi gate the complaint 
despite extended delay. For example, longer periods of complaint timescales may apply to specific clinical 
areas. 
 
When considering an extension to the time limit it is important that the Complaints Manager or the GP takes 
into consideration that the passage of time may prevent an accurate recollection of events by the clinician 
concerned or by the person bringing the complaint. The collection of evidence, clinical guidelines or other 
resources relating to the time when the complaint event arose may also be difficult to establish or obtain. 
These factors may be considered as suitable reason for declining a time limit extension.  
      
Action upon receipt of a complaint  

 It is always better to try and deal with the complaint at the earliest opportunity and often it can be 
concluded at that point. 

 

 If it is not possible or the outcome is not satisfactory the patient should be asked to put it in writing. 
This ensures that each side are well aware of the issues for resolution.  If the patient does refuse to 
put it in writing then it is advisable for the surgery to put it in writing and check that the patient is 
happy with the detail of the complaint. 

 

 On receipt of a written complaint an acknowledgement should be sent confirming receipt and sayin g 
that a further response will be sent within 10 days following an investigation of the issues. It should 
also say who is dealing with it i.e. GP or Practice Manager. 

 

 If it is not possible to conclude any investigations within the 10 days then the patient  should be 
updated with progress and possible time scales. 

 
 A full investigation should take place with written notes and a log of the progress being made.  

 

 It may be that outside sources will need to be contacted and if that is the case then a patient con sent 
form will need to be signed to make such a request. 

 
Unreasonable Complaints 
Where a complainant becomes aggressive or, despite effective complaint handling, unreasonable in their 
promotion of the complaint, some or all of the following formal provisi ons will apply and will be 
communicated to the patient: 
 

 The complaint will be managed by one named individual at senior level who will be the only contact 
for the patient 

 Contact will be limited to one method only (e.g. in writing) 
 Place a time limit on each contact 

 The number of contacts in a time period will be restricted 

 A witness will be present for all contacts 
 Repeated complaints about the same issue will be refused 

 Only acknowledge correspondence regarding a closed matter, not respond to it  

 Set behaviour standards 
 Return irrelevant documentation 

 Keep detailed records 
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Final Response 
This will include: 

 A clear statement of the issues, investigations and the findings, giving clear evidence-based reasons 
for decisions if appropriate. 

 Where errors have occurred, explain these fully and state what will be done to rectify, or prevent 
repetition. 

 A focus on fair and proportionate outcomes for the patient, including any remedial action or 
compensation. 

 A clear statement that the response is the final one, or that further action or reports will be sent later. 
 An apology or explanation as appropriate. 

 A statement of the right to escalate the complaint, together with the relevant contact detail/s. 

 It should also advise on the next step in the process if the complainant is still not satisfied.   That 
would normally be an offer of a meeting with the Lead GP and Practice Manager to try further 
reconciliation. 

 After that the patient can contact the local PALS (Patient Advisory Liaison Service) who would 
arbitrate between both sides to seek a mutual agreement. This often takes time but can be very 
helpful having a third person review. 

 If at that point resolution is still not achieved then either side can refer the matter to the Health 
Commissioner. 

 
Annual Review of Complaints 
The practice will establish an annual complaints report, incorporating a review of complaints received, along 
with any learning issues or changes to procedures which have arisen. This report is to be made available to 
any person who requests it, and may form part of the Freedom of Information Act Publication Scheme. 
 
This will include: 

 Statistics on the number of complaints received 

 Justified / Unjustified analysis 

 Known referrals to the Ombudsman 

 Subject matter / Categorisation / Clinical care 
 Learning points 

 Methods of complaints management 

 Any changes to Procedure, Policies or Care which have resulted 
 
Confidentiality 
All complaints must be treated in the strictest confidence. 
 
Where the investigation of the complaint requires consideration of  the patient's medical records; the 
Complaints Manager must inform the patient, or person acting on his/her behalf, if the investigation will 
involve disclosure of information contained in those records to a person other than the practice, or an 
employee of the practice. 
 
The practice must keep a record of all complaints and copies of all correspondence relating to complaints, but 
such records must be kept separate from patients' medical records. 
 
Complaints to NHS England 
If a complainant has concerns relating to a directly commissioned service by NHS England, then the first step 
is, where appropriate, for complaints and concerns to be resolved on the spot with their local service 
provider. This is called by NHS England ‘informal complaint resolution’ and is i n line with the 
recommendations of the Complaints Regulations of 2009. 
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If it is not appropriate to raise a concern informally or where the informal resolution fails to achieve a 
satisfactory outcome, the complainant has the right to raise a formal complaint, with either the service 
provider, or the commissioner of the service NHS England. A complaint or concern can be received by mail, 
electronically or by telephone. 
 
By telephone:   03003 11 22 33 
By email:   england.contactus@nhs.net 
By post:   NHS England, PO Box 16738, Redditch, B97 9PT 
 
All complaints to NHS England will be acknowledged no later than 3 working days after it has been received by 
telephone, email or letter, to consider how to progress the complaint; 
 

 Complainant’s expectations and desired outcomes 
 Agreed timescales to respond to complaint 

 Explain the complainants’ rights as they are defined in the NHS Constitution 

 Complaint Action Plan 
 Whether and independent advocacy service is available in the complainant’s’ area 

 Consent for NHS England to handle the complaint if it requires input or investigation from 
organisations or parties that are not part of NHS England 

 
The complainant will be kept up to date with the progress of their complaint by NHS England staff members, 
in their preferred method of communication (e.g. by email, telephone or written letter). If the complainant is 
not satisfied with the outcome, then they will have the right to progress this further based on the complaints 
procedure that NHS England will provide to them during this process. 
 
As part of the guidance on protecting data and personal information, if the complaint involves several 
organisations then the complainant will be asked for their permission to share or forward a comp laint to 
another body, and further consent will be required to forward the complaint to any provider.  
 
 
RESOURCES: 
Desk Aid 
Complaint Form  
Complaint Report Form (suitable for annual review)  
Complaints Leaflet (Patient information)  
Complaints Consent Form – third party  
 
External Resources 
 
How to make a complaint about an NHS service; 
http://www.nhs.uk/chq/pages/1084.aspx?categoryid=68 
 
NHS England 
How to Complain; 
https://www.england.nhs.uk/contact-us/complaint/ 
 
NHS England Complaints policy; 
http://www.england.nhs.uk/wp-content/uploads/2015/01/nhse-complaints-policy.pdf 
 
NHS England Complaints Procedures; 

mailto:england.contactus@nhs.net
http://www.nhs.uk/chq/pages/1084.aspx?categoryid=68
https://www.england.nhs.uk/contact-us/complaint/
http://www.england.nhs.uk/wp-content/uploads/2015/01/nhse-complaints-policy.pdf
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http://www.england.nhs.uk/wp-content/uploads/2015/01/nhs-complaints-procedures.pdf 
Complaint Report Form  

To be completed by the person to whom the complaint was made. 

Premises Complaint made 
at/refers to: 
 
Coronation Road 
 
London Road 

Name of the person to 
whom the complaint was 
made: 
 

Date the complaint was made: 
 
 
Date passed to PM: 
 

 

Name of Complainant 
(in full): 

Telephone Number and 
Address: 

Time of Attendance: 
 
 
Date of Attendance: 

How was the complaint 
made: (please circle 
answer): 
 

1. Telephone 
2. Fax 
3. In Person 
4. e-mail 
5. Letter 
6. Other (please 

specify) 

Nature of complaint (please 
circle one or more answers 
where applicable 
 
1. Booking/appointments 
2. Clinical procedure 
3. Nurse 
4. GP 
5. Meds 

 
6. Medical Reports/records 

/paperwork 
7. Admin/Reception 
8. Transport 
9. Maintenance 
10. Finance 
11. Premises 
12. Other (Please specify) 

 

Nature of complaint – free text (please attach any relevant documentation 
 
 
 
 
 
 
 
 
(Please turn the page over or attach a separate sheet if more space required) 

 
Immediate Remedial Action Taken, if any – Please list points 
 
 
 
 
 
(Please turn the page over if more space required) 
 

Acknowledgement 
Letter sent 

21 Day Letter sent Other action Complaint Closed 

……../…….../…….. …….../……../……. ….…../….…../……. ……../…….../……. 

 
 Name Signature Date 

Manager/Director    
 

http://www.england.nhs.uk/wp-content/uploads/2015/01/nhs-complaints-procedures.pdf
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THIS DOCUMENT WILL BE TREATED CONFIDENTIALLY – NOT TO BE ATTTACHED TO 
PATIENT NOTES 

 
Complaint Report Form  
To be completed by the person to whom the complaint was made. 

Premises Complaint made 
at/refers to: 
 
Coronation Road 
 
London Road 

Name of the person to 
whom the complaint was 
made: 
 

Date the complaint was made: 
 
 
Date passed to PM: 
 

 
Name of Complainant 
(in full): 

Telephone Number and 
Address: 

Time of Attendance: 
 
 
Date of Attendance: 

How was the complaint 
made: (please circle 
answer): 
 

7. Telephone 
8. Fax 
9. In Person 
10. e-mail 
11. Letter 
12. Other (please 

specify) 

Nature of complaint (please 
circle one or more answers 
where applicable 
 
13. Booking/appointments 
14. Clinical procedure 
15. Nurse 
16. GP 
17. Meds 

 
18. Medical Reports/records 

/paperwork 
19. Admin/Reception 
20. Transport 
21. Maintenance 
22. Finance 
23. Premises 
24. Other (Please specify) 

 
Nature of complaint – free text (please attach any relevant documentation 
 
 
 
 
 
 
 
 
(Please turn the page over or attach a separate sheet if more space required) 

 
Immediate Remedial Action Taken, if any – Please list points 
 
 
 
 
 
(Please turn the page over if more space required) 

 
Acknowledgement 
Letter sent 

21 Day Letter sent Other action Complaint Closed 

……../…….../…….. …….../……../……. ….…../….…../……. ……../…….../……. 
 

 Name Signature Date 
Manager/Director    



CRESSEX HEALTH CENTRE 
 

ZB 13.01.17   review13.01.18 

 
THIS DOCUMENT WILL BE TREATED CONFIDENTIALLY – NOT TO BE ATTTACHED TO 

PATIENT NOTES 

 
CRESSEX HEALTH CENTRE 

 
PATIENT COMPLAINT FORM 

 
If you have a complaint or concern about the service you have received from the doctors or any of 
the personnel working in this practice, please let us know.  We operate a practice complaint 
procedure as part of an NHS complaints system, which meets or exceeds national criteria. 
 
 
HOW TO COMPLAIN 

We hope that we can sort most problems out easily and quickly, often at the time they arise and with 
the person concerned. If you wish to make a formal complaint, please do so AS SOON AS 
POSSIBLE - ideally within a matter of a few days. This will enable us to establish what happened 
more easily.  If doing that is not possible your complaint should be submitted within 12 months of the 
incident that caused the problem; or within 12 months of discovering that you have a problem. You 
should address your complaint in writing to the Practice Manager (you can use the attached form).  
He/she will make sure that we deal with your concerns promptly and in the correct way. You should 
be as specific and concise as possible. 
 
 
COMPLAINING ON BEHALF OF SOMEONE ELSE 

We keep strictly to the rules of medical.  If you are not the patient, but are complaining on their 
behalf, you must have their permission to do so.  An authority signed by the person concerned will be 
needed, unless they are incapable (because of illness or infirmity) of providing this. A Third Party 
Consent Form is provided below. 
 
 
WHAT WE WILL DO 

We will acknowledge your complaint within 3 working days and aim to have fully investigated within 
10 working days of the date it was received.  If we expect it to take longer we will explain the reason 
for the delay and tell you when we expect to finish. When we look into your complaint, we will 
investigate the circumstances; make it possible for you to discuss the problem with those concerned; 
make sure you receive an apology if this is appropriate, and take steps to make sure any problem 
does not arise again. 
 
You will receive a final letter setting out the result of any practice investigations 
 
 
 TAKING IT FURTHER 

If you remain dissatisfied with the outcome you may refer the matter to NHS England, who 
commission local health services, or if you are still not satisfied by their response, the next step 
would be to contact the Parliamentary and Health Service Ombudsman (PHSO) to review how the 
complaint has been handled. 
 
 
Complaints to NHS England 

If a complainant has concerns relating to a directly commissioned service by NHS England, then the 
first step is, where appropriate, for complaints and concerns to be resolved on the spot with their 
local service provider. This is called by NHS England ‘informal complaint resolution’ and is in line with 
the recommendations of the Complaints Regulations of 2009. 
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If it is not appropriate to raise a concern informally or where informal resolution fails to achieve a 
satisfactory outcome, the complainant has the right to raise a formal complaint with either the service 
provider or the commissioner of the service NHS England.  
 
A complaint or concern can be received by mail, electronically or by telephone via these details; 
 
By telephone:  03003 11 22 33 
By email:   england.contactus@nhs.net 
By post:   NHS England, PO Box 16738, Redditch, B97 9PT 
 
 
The Parliamentary and Health Service Ombudsman 
Millbank Tower 
Millbank 
London 
SW1P 4QP 
 
Tel 0345 0154033 
 
If you are not happy with the Ombudsman’s decision, then you can appeal directly to the PHSO, and 
details of this process can be found on their website; 
 
www.ombudsman.org.uk  
 
Once the Ombudsman or one of their senior staff has considered the complaint and sent a response, 
their decision is final. Unless you raise any new issues that they consider significant to the complaint, 
they will not send further replies (but will still acknowledge further correspondence). 
 

 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 
 

mailto:england.contactus@nhs.net
http://www.ombudsman.org.uk/
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COMPLAINT FORM 

 
Patient Full Name: 

 
Date of Birth: 
  

Address: 
 

 
Complaint details: (Include dates, times, and names of practice personnel, if known) 
 

....................................................................................................................................... 
 

 
..................................................................................................... .................................. 
 

 
....................................................................................................................................... 

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

 
 

………………………………………………………………………………………………… 
 
 

………………………………………………………………………………………………… 
 

 
………………………………………………………………………………………………… 
 

 
………………………………………………………………………………………………… 

                                                                   (Continue overleaf if necessary) 
 
 

 
 

 
 
PRINT NAME:  

 
 

SIGNED: 
 
 

DATE: 
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CRESSEX HEALTH CENTRE 
 

PATIENT THIRD-PARTY CONSENT  

 

PATIENT'S NAME:  ______________________________________________ 
 
TELEPHONE NUMBER: ______________________________________________ 

 
ADDRESS:   ______________________________________________ 

 
    ______________________________________________ 
 

ENQUIRER / COMPLAINANT NAME: _____________________________________ 
 

TELEPHONE NUMBER: ______________________________________________ 
 
ADDRESS:   ______________________________________________ 

 
    ______________________________________________ 

 
 
IF YOU ARE COMPLAINING ON BEHALF OF A PATIENT OR YOUR COMPLAINT OR 

ENQUIRY INVOLVES THE MEDICAL CARE OF A PATIENT THEN THE CONSENT OF 
THE PATIENT WILL BE REQUIRED. PLEASE OBTAIN THE PATIENT’S SIGNED 

CONSENT BELOW. 
 
 

I fully consent to my Doctor releasing information to, and discussing my care and medical 
records with the person named above in relation to this complaint only, and I wish this 

person to complain on my behalf. 
 
This authority is for an indefinite period / for a limited period only (delete as appropriate) 

 
Where a limited period applies, this authority is valid until…………………….. (insert date)  

 
 
 

Signed: ………………………………………. (Patient only) 
 

Date: ………………………………………….. 
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Complaint Report Form  

To be completed by the person to whom the complaint was made. 

Premises Complaint made 
at/refers to: 
 
Coronation Road 
 
London Road 

Name of the person to 
whom the complaint was 
made: 
 

Date the complaint was made: 
 
 
Date passed to PM: 
 

 
Name of Complainant 
(in full): 

Telephone Number and 
Address: 

Time of Attendance: 
 
 
Date of Attendance: 

How was the complaint 
made: (please circle 
answer): 
 

13. Telephone 
14. Fax 
15. In Person 
16. e-mail 
17. Letter 
18. Other (please 

specify) 

Nature of complaint (please 
circle one or more answers 
where applicable 
 
25. Booking/appointments 
26. Clinical procedure 
27. Nurse 
28. GP 
29. Meds 

 
30. Medical Reports/records 

/paperwork 
31. Admin/Reception 
32. Transport 
33. Maintenance 
34. Finance 
35. Premises 
36. Other (Please specify) 

 

Nature of complaint – free text (please attach any relevant documentation 
 
 
 
 
 
 
 
 
(Please turn the page over or attach a separate sheet if more space required) 
 

Immediate Remedial Action Taken, if any – Please list points 
 
 
 
 
 
(Please turn the page over if more space required) 
 

Acknowledgement 
Letter sent 

21 Day Letter sent Other action Complaint Closed 

……../…….../…….. …….../……../……. ….…../….…../……. ……../…….../……. 

 
 Name Signature Date 

Manager/Director    
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THIS DOCUMENT WILL BE TREATED CONFIDENTIALLY – NOT TO BE ATTTACHED TO 
PATIENT NOTES 
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DESK AID  -   Complaint Received 

Record on log 

Refer to  
Complaints  

Manager 
Resolve 

Check consent. Patients 16  
years or over generally  
expected to complain  

themselves 

Does the complaint relate  
just to the Practice? 

Acknowledge within 3  
working days 

Can it be  
resolved  

immediately  
by the staff? 

Record and file, and  
advise Complaints  

Manager 

Liaise with other  
organisation to agree  

responsibilities 

Is the practice to deal  
with the case as the  
"lead" organisation? 

Liaise with any other  
organisation(s) to  
formulate a joint  

response 

Pass case over  
subject to consent  
and cooperate with  
other organisation 

Confirm with the complainant the  
procedure for resolution, and offer to  
discuss with the complainant either  

on the phone or at a meeting 

Investigate  
and gather  

written  
reports 

Prepare draft reply and discuss at  
clinical meeting.  

Document within minutes. Agree  
with other organisations. 

Finalise and send response with "organisational sign-off".  
Include: 

Apology if needed 
Summary of the complaint and a chronology 

Details of the investigations 

Conclusions and remedial actions 
Changes to systems 

Provide copy evidence if required 
Explain escalation procedures 

File and  
retain for  

annual report 

Yes No 

No Yes 

No 

Yes 


