PRACTICE COMPLAINTS PROCEDURE

As a Practice we aim to offer a high standard of service.  However, if you feel you have reason to complain or wish to express any concern regarding the service you have received, please feel able to do so.  We operate a Practice based complaints procedure where, preferably, we can deal with your complaint at Practice level.  Alternatively, you are able to refer your complaint/concerns to the Complaints Manager, NHS England, PO Box 16738, Redditch, B97 9PT – telephone number 0300 311 22 33 – email address england.contactus@nhs.net or http://www.england.nhs.uk/contact-us/complaint/ (if you choose to contact NHS England about your complaint, please ensure you put ‘For the attention of the Complaints Manager’ in the subject line);  the Complaints Manager will bring the complaint to our attention on your behalf.  
How to complain

It is hoped that most complaints can be resolved easily and quickly at Practice level – often at the time they arise and with the person concerned.  Complaints can be made verbally, in writing or electronically.  Ideally the sooner we are aware of any complaint, the easier the investigation.  Therefore, we would prefer you to let us know within days or weeks of the event, although a complaint can be made up to 12 months following the date of the event which is being complained about. 
Verbal Complaints

Verbal complaints are those which can be resolved amicably between the Complainant and the Practice before end of next working day. If the Complainant is satisfied with the response they receive from the Practice, under the Complaints regulations, the Practice is not required to provide a formal written response to the Complainant, though would do so if confirmation of the discussion/resolution in writing was requested by the Complainant.  Irrespective of whether or not a written response is requested by the complainant, the Practice will keep due note of any verbal complaint received, discussion which ensued and resolution reached – such notes will be kept separate from clinical records of any patient involved in a verbal complaint.  Verbal complaints are not required to be included in the Practice annual monitoring of formal complaints, nor do they need to be included in the Annual Report on complaints. 

Any verbal complaint which cannot be resolved by the end of next working day will fall within the Practice formal Complaints regulations and will be dealt with as per written complaints detailed below.

Written complaints

Please address your complaint to Dr L Saxena or Mr P Bridgeman, Practice Manager, Winstanley, Wigan WN3 6JN telephone number 01942 483213, fax number 01942 483219.  Alternatively you can contact (but not in addition to already having reported your complaint to the Practice) the Complaints Manager, NHS England (details given in the first paragraph above), who will submit/handle your complaint on your behalf with the Practice.  

What we shall do

On receipt of a letter from yourself, or having been made aware of your complaint by the Complaints Manager, NHS England, we will acknowledge your complaint within three working days of its receipt and discuss with you how we can best resolve the complaint, stating a timescale in which we aim to do this (usually six weeks after having received notification of your complaint). Sometimes it may be better resolved by a meeting with the Practice Manger and in some instances a Doctor(s) of the Practice, either of which we can arrange for you. We shall investigate the points you have raised and reply in the timescale we have agreed with you. Obviously the more complex the complaint, or in the absence of a member of staff who may be involved/know of the incident, the response may take longer than six weeks to respond to but, if this is the case, we will contact you in writing to advise you accordingly. 
We will try our best to sort out the problem as quickly and efficiently as possible – our principal aim is to be fair to you, the Complainant, and our staff. Our response will include:
· Result of investigation into what happened and what went wrong

· Make it possible for you to discuss the problem with those concerned if this is your wish

· Identify what we can do to avoid the problem recurring 
Our aim will be to resolve your complaint at Practice level.  However, if you remain dissatisfied with the response from the Practice, you can contact The Health Service Ombudsman who is completely independent of the NHS, contact details are as follows: 
The Parliamentary & Health Service Ombudsman

Millbank Tower,

Millbank

London

SW1P 4QP.

Telephone  0345 015 4033.



Complaining on behalf of someone else

Please note that we abide strictly to the rules of medical confidentiality.  If you are complaining on behalf of someone else, we need their written, signed permission to correspond with you on/disclose details of their medical treatment/condition.  If the complaint relates to a person who has passed away written consent would be required from the Executor of the deceased person’s estate/their personal representative.  If the complaint relates to a person who is physically or mentally disabled, the Practice will decide which is the best way to respond in the interest of that particular patient. Please ensure that you include such permission with your initial letter of complaint as to not do so may result in a delay in our response.

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:

(a) 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. When the complaint is made by a third party on behalf of child or individual lacking mental capacity the Practice must be satisfied that there are reasonable grounds for this method of representation and that the third party is genuinely acting in the best interest of the individual. If the Practice is not satisfied that this is the case, we must inform the representative in writing, stating the reason for the decision.  See proforma below

Appendices:
1. Patient consent for complaint handling

WINSTANLEY MEDICAL CENTRE

HOLMES HOUSE AVENUE

WINSTANLEY

WIGAN 

WN3 6JN

PATIENT CONSENT FOR COMPLAINT HANDLING

Please indicate your choice by ticking either section 1 OR 2 below – failure to return this form within 2 weeks of ………………………….. will result in the Practice assuming you wish to select 1, i.e. the Practice will handle the Complaint.  Thank you.

Miss/Mr/Mrs  ……………………………………………………………..

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



…………………………………………………………….

Postcode         …………………………………………

Date of birth   …………………………………………

Telephone       …………………………………………

Mobile Tel No ………………………………………..

1.
I give permission for my GP to handle and investigate my complaint and, if I have corresponded with NHS England regarding the matter, that NHS England will forward my details to the Practice 

(   ) please tick
OR

2.
I give permission for NHS England Complaints Department to handle the complaint on my behalf and request the Practice to forward their investigation outcome to NHS ALW 

(   ) please tick

If you are complaining on behalf of another person, we need their written, signed permission to correspond with you on/disclose details of their medical treatment/condition. If the complaint relates to a person who has passed away written consent would be required from the Executor of the deceased person’s estate.  Please ensure that you include such permission with your initial letter of complaint as to not do so may result in a delay in our response.

I understand that it may be necessary to disclose my medical records to persons appointed to deal with my complaint, i.e. NHS ALW personnel or a Practitioner Professional Body or similar

Signed ……………………………………  Date …………………………

Print Name ………………………………………………………………...
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