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Annual Complaints Report 2016-2017
Purpose of this Report

· To set out the number and nature of complaints received to the practice manager during the period – 01.04.2016 – 31.03.2017
· 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 
	8


At the date of this report (24/04/2017), the practice has a population of 5580. Complaints made to the practice manager in a 12-month period represent 0.1% of the practice population. This represents a 400% increase in complaints from the previous year. An increase of complaints was expected as the practice has increased the patient list size by 68% following the merger of the two practices. This undoubtedly bought new challenges to the practice and its patients but the level of complaints have now settled. We expect a reduction in complaints by 200% in the year of 2017-2018. 
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 

In-depth discussions have taken place at the practice to ensure that all clinicians are to be extra vigilante. Communication with other health care professionals has been assessed and improved; lessons have been learnt to minimise the risk of clinical mistakes. 

Reception Service
Both complaints have been discussed at our practice meeting and learning outcomes identified. Our goal is to minimise risk and potential errors, we have outsourced training for customer service who will outline any areas of improvement. The practice prides itself on having a fantastic reception/administration team. This claim is backed up by the national patient survey which our team scores the best in the local area.“96% of patients found the reception staff at the surgery helpful according to the national GP Patient survey.” (GP Patient survey)
Access
Both practices had never had an issue with access to services prior to the merger; the way in which patients could request appointments had been amended. Initially, this caused issues as patients were not used to being asked to pre book the early appointments. The change has now been adopted and the issues with access have now settled.
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