
CLIFTON MEDICAL PRACTICE
PRACTICE COMPLAINTS PROCEDURE

If you have a complaint about the service you have received from the doctors or staff working in this Practice, please let us know.  We operate a Practice Complaints Procedure as part of a NHS system for dealing with complaints.  Our complaints system meets national criteria including the NHS Complaints (England) Regulations 2009.

How to complain
We hope that most problems can be sorted out easily 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 you 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 12 months of the incident that caused the problem or within 12 months of discovering that you have a problem 

Complaints should be addressed to the Practice Manager, Mrs. Carol Foulkes who is the Complaints Manager. Dr. P. Moorhouse is the Responsible Officer in the Practice who ensures that the Complaints regulations are complied with.  Mrs. Foulkes is able explain the complaints procedure to you and will make sure that your concerns are dealt with promptly.  It will be a great help if you are as specific as possible about your complaint.

What we shall do
We shall acknowledge your complaint within 3 working days and aim to have looked into your complaint within 10 working days of the date 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 the problem does not happen again.

A response will be offered as soon as the Practice is in a position to provide an explanation of the situation and may arrange for the complainant to meet with the individuals involved if this is agreed. The regulations require the response to contain an explanation of how the complaint was investigated and details of conclusions reached. It should identify any matters that need remedial action and explain whether such action is planned or has already taken place. The Practice will also offer conciliation.  

The report should also explain the complainant’s right to take the matter to the Ombudsman within 12 months if dissatisfied with the response.

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 have 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.
Complaining to the NHS England 
We hope that if you have a problem, you will use our Practice Complaints Procedure.  We believe this will give us the best chance of putting right whatever has gone wrong and an opportunity to improve our practice.  If you feel you cannot raise your complaint with us you should contact NHS England at:
P.O. Box 16738
Redditch

B97 9PT

Telephone: 0300 311 22 33 (Monday to Friday 8am – 6pm, excluding Bank Holidays)

or e-mail: england.contactus@nhs.net
for further advice. You will however need to give your permission for them to contact the Practice in order to investigate the matter or your complaint cannot be dealt with. Also, if your complaint involves more than one service, the organisation with the largest part in the complaint would be considered the lead and would be responsible for co-ordinating the investigation and the response. Consent to share the complaint with the service would be required from you prior to the contact being made. The response must also be shared with the organisations. Contact with NHS England is advisable in these circumstances.
You must decide at the outset whether to make a complaint to the Practice or to NHS England. If you make an initial complaint to us and you do not agree with our response you cannot then seek a review from the NHS England.
Independent Review by the Ombudsman
If you are dissatisfied with the outcome of Local Resolution of your complaint, you can make a request, in writing, to the Ombudsman asking for an independent review. You should do this within twelve months of receiving a final formal written response from the healthcare provider against whom you made your complaint. Details of this procedure can be found on the Ombudsman website at www.ombudsman.org.uk along with an online form to fill out.
If you do not have access to the Internet, or prior to filling out the form, you can telephone the Ombudsman Helpline on 0345 015 4033
You can also write and send your form to:

The Parliamentary and Health Service Ombudsman

Millbank Tower

Millbank

London

SW1P 4QP
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