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Annual Complaints Report 2015-2016
Purpose of this Report

· To set out the number and nature of complaints received to the practice manager during the period – 01.04.2015 – 31.03.2016
· To inform the Patients 

· To determine any new learning outcomes

Background

This annual report is available to all patients and will be accessible in practice and on the practice website. This covers any complaints received by the practice. The formal complaints procedure is available in Reception and on the practice website - www.dunrobinstreetmedicalcentre.co.uk. 
All complaints are acknowledged within 48 hours; a receipt is sent to the patient and the investigation takes place. Once a complaint has been resolved, all staff attend a practice meeting and discuss the complaints for the 12-month period. 
Number of Complaints 

Number of complaints received in the reporting period 

	Complaints 
	2


At the date of this report (22/05/2016), the practice has a population of 3457. Complaints made to the practice manager in a 12-month period represent 0.1% of the practice population. This represents a 50% reduction from last year and both complaints have since been successfully resolved at practice level. 
Nature of Complaints

Access – complaints about telephone access or GP access

Reception Service – How our reception team deals with all patients and service providers.

Other – This covers all other complaints
Clinical Care – Care by clinician
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Complaints Resolution Timeframe
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Learning Outcomes

Clinical Care 

Our clinician followed the good clinical care guidelines. Maybe in future, the clinician may lower the threshold for prescribing antibiotics to people who don’t visit the surgery frequently? This is to be assessed on an individual case by case basis.
Other

We have revised our standard letter for patients that attend a health service provision when Dunrobin Street Medical Centre is closed. We have received no complaints since this letter was amended. 
Ross Harrison, Assistant Manager
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