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The Groves Medical Group

Complaints Policy 
Introduction 

The purpose of this policy is to ensure that all staff are aware of the complaints procedure within The Groves Medical Group, affording patients or their representatives the opportunity to make a complaint about the care or treatment they received at a practice. This policy is intended as an internal guide which should be made readily available to all staff.

All staff are to be fully conversant with this policy and are to understand that all patients have a right to have their complaint acknowledged and investigated properly. The Groves Medical Group takes complaints seriously and ensures that they are investigated in an unbiased, transparent, non-judgemental and timely manner. We will maintain communication with the complainant (or their representative) throughout, ensuring they know the complaint is being taken seriously.
The Groves Medical Group adopts a patient-focused approach to complaint handling in accordance with the National Health Service England Complaints Procedure (2017) whilst also conforming to guidance detailed in:
· Good Practice Standards for NHS Complaints Handling (2013);

· Parliamentary and Health Service Ombudsman’s Principles of Good Complaints Handling (2009);

· My Expectations 2014;

· The NHS Constitution; and

· Health and Social Care 2008 (Regulated Activities) Regulations 2014: Regulation 16.

Policy 

The Practice will take reasonable steps to ensure that patients are aware of:
· The complaints procedure;

· The role of NHS England and other bodies in relation to complaints about services under the contract. This includes the ability of the patient to complain directly to NHSE as an alternative to a complaint to the practice, and to escalate to the Ombudsman where dissatisfied with the outcome;
· Note: There is no right of escalation to the NHSE where a patient is dissatisfied with the practice response and all escalations are to the Ombudsman only.

· Their right to assistance with any complaint from independent advocacy services.

The principal method of achieving this is the dissemination of the Complaints Patient Information Leaflet that is available at Reception (see Appendix D), and the website. 
Responsible Persons
The Complaints Responsible Officers for the Group are Beverly Snell (General Manager – non-clinical) and Diane Lewis (NHS Services Manager – clinical).
The lead GP Partner for complaints handling is Dr Jeremy Harris.

The complaints manager is Peter Snell (Branch Manager). They are responsible for managing all complaints procedures and must be readily identifiable to service users.

Procedure 

Complainant Options

The complainant, or their representative, can complain about any aspect of care or treatment they received at this practice to:

· This practice via the complaints manager; or

· NHS England: 

· Telephone: 03003 112233

· Email: england.contactus@nhs.net
· In writing: NHS England, PO Box 16738, Redditch, B97 9PT

· In British Sign Language (BSL) patients can talk to NHS England via a video call to a BSL interpreter.

A complainant must make their complaint within 12 months from the occurrence giving rise to the complaint, or 12 months from the time that they become aware of the matter about which they wish to complain.

If, however, there are good reasons for complaints not being made within the timescale detailed above, consideration may be afforded to investigating the complaint if it is still feasible to investigate the complaint effectively and fairly.

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.
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; or
· By a person duly authorised by a voluntary organisation by which the child is being accommodated.
Where the patient is incapable of making a complaint: 
· By a relative or other adult who has an interest in his/her welfare.

All complaints, written and verbal will be recorded, and written complaints will be acknowledged in writing within 3 working days of receipt. Patients will be encouraged to complain in writing where possible. The patient should be provided with regular updates and an estimated timescale for action.

Complaints should normally be resolved within 6 months. 

· The Complaints Manager or Senior Partner 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 investigate the complaint despite extended delay.

· 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.

Regular updates should be given to the complainant throughout the investigation.

Actions upon receipt of a complaint 

Complaints may be received either verbally or in writing. No matter the cause of the complaint, all staff are to offer empathy when entering into discussions with the complainant. 
The complainant should be provided with a copy of the Practice Leaflet detailing the complaints process (See Appendix D). They should be advised that the complaints procedure is a two-step process as detailed below:

· Stage 1: The complainant may make a complaint to either the practice or to NHS England

· Stage 2: If not content with either response following a full investigation the complainant may then escalate this to the Parliamentary Health Service (PHSO).

Where complaints are made verbally, a written record should be taken and the complaint should always be forwarded to the Complaints Manager (even if resolved) as this still needs to be recorded. The written record should also be provided to the complainant.

All complaints will be full investigated. Where the complaint involved more than one organisation the Complaints Manager will liaise with their counterpart to agree responsibilities and ensure that one coordinated response is sent.

Final Responses 

Final responses given to complainants will include:

· A full report detailing all issues, investigations, and findings and giving clear evidence-based reasons for decisions if appropriate. 

· Where errors have occurred these should be fully explained. State what will be done to put them right or prevent repetition;

· A focus on fair and proportionate actions for the patient including any remedial action or compensation;

· An apology or explanation as appropriate;

· A clear statement that this will be the final response; and

· A statement advising them of their right to take the matter to the Ombudsman if required.

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 provisions 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; and
· Keep detailed records.
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. The report will be processed via an online portal, a copy will be kept in Group records, and it will also be sent to the NHS.
This report 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; and
· 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 Advocates

Details of how patients can complain and also how to find independent NHS complaints advocates are to be detailed within the practice leaflet (see Appendix D). Additionally, the patient should be advised that their local Healthwatch can help them find independent NHS complaints advocacy services their area. A patient’s local Healthwatch can be found through the following link: https://www.healthwatch.co.uk/your-local-healthwatch/list
Independent advocacy services include:

1. POhWER –  a charity that helps people to be involved in decisions being made about their care. POhWER’s support centre can be contacted via 0300 456 2370

2. SeAp Advocacy –  gives advocacy support. Call 0330 440 9000 for advice or text SEAP to 80800 and someone will get back to you.

3. Age UK – may have advocates in your area. Visit their website or call 0800 055 6112

Appendices
Appendix A: Patient Complaint Form
Patient Complaint Form

Section 1: Patient Details
	Surname
	
	Title
	

	Forename
	
	Address
	

	Date of Birth
	
	
	

	Telephone No.
	
	Postcode
	


Section 2: Complaint Details

Please give full details of the complaint below including dates, times, locations, and names of any practice staff (if known). Continue on a separate page if required.
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Section 4: Signature

	Surname & initials
	
	Title
	

	Signature
	
	Date
	


Section 5: Actions

	Passed to Management?
	Yes/No


Appendix B: Third Party Complaint Form

Third Party Patient Complaint Form
Section 1: Patient Details

	Surname
	
	Title
	

	Forename
	
	Address
	

	Date of Birth
	
	
	

	Telephone No.
	
	Postcode
	


Section 2: Third Party Details
	Surname
	
	Title
	

	Forename
	
	Address
	

	Date of Birth
	
	
	

	Telephone No.
	
	Postcode
	


Section 3: Declaration

I hereby authorise the individual detailed in Section 2 to act on my behalf in making this complaint and to receive such information as may be considered relevant to the complaint. I understand that any information given about me is limited to that which is relevant to the subsequent investigation of the complaint and may only be disclosed to those people who have consented to act 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].

Section 4: Signature

	Surname & initials
	
	Title
	

	Signature
	
	Date
	


Appendix C: Complaint Handling Desktop Aide-Memoire


*It may be necessary to liaise with external third parties such as hospitals in order to gather additional information or to formulate a joint response. Where this is the case the patient or their representative must be advised accordingly.

Appendix D: Practice Leaflet

Patient information leaflets regarding complaints are shown overleaf.

There is one leaflet for each of The Groves Medical Group practices.
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A complaint is received





Refer to complaints manager, who will log the complaint





Acknowledge complaint within three working days





Discuss at practice meetings to improve service delivery





Is it a verbal or written complaint?





No, or if the complaint is written





Verbal: can it be resolved by the team in situ?





Yes?





Agree a local resolution





Liaise with complainant, explaining procedure for resolution





Inform the complaints manager who will log the verbal complaint





Maintain regular communication with the complainant or representative





Send written final formal response to complainant or representative





Carry out investigative work documenting findings*





Draft a response ensure responsible officer is content





Retain all documentation on file
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Advocacy support


POhWER support centre can be contacted via 0300 456 2370


SeAp Advocacy gives advocacy support on 0330 440 9000


Age UK on 0800 055 6112


PALS at khft.pals@nhs.net





Further actions





If you are dissatisfied with the outcome of your complaint from either NHS England or this practice, then you can escalate your complaint to:


Parliamentary Health Service Ombudsman (PHSO)


Milbank Tower


Milbank


London


SW1P 4QP





Tel: 0345 015 4033


www.ombudsman.org.uk








The Groves Medical Group


The Groves Medical Centre


171 Clarence Avenue


New Malden, Surrey, KT3 3TX


020 8336 6565


kinccg.groves-enquiries@nhs.net





Complaining on Behalf of Someone Else 


We keep to strict rules of medical and personal confidentiality. If you are registered patient you can complain about your own care. If you wish to make a complaint and are not the patient involved we will require the written consent of the patient to confirm that they are unhappy with their treatment. A Third Party Patient Consent Form can be retrieved from reception giving the patient opportunity to provide consent.


Where the patient is incapable of providing consent due to illness, accident, or age it may still be possible to deal with the complaint. Please provide the precise details of the circumstances which prevent this in your covering letter.


Please note we are unable to discuss any issue relating to someone else without their expressed permission, which must be in writing, unless the above circumstances apply. We may still need to correspond directly with the patient, or may be able to deal with the third party, and this depends on the wording of the authority provided.


Confidentiality


We will ensure that all complaints are investigated with the utmost confidentiality and that any documents are held separately from the patient’s healthcare record.


Further information on complaints is detailed in our Group policy.





What We Do Next 


We look to settle complaints as soon as possible. 


We aim to have looked into the matter within ten working days. You may then receive a formal reply in writing, or you may be invited to meet with the person(s) concerned to attempt to resolve the issue. If the matter is likely to take longer than this we will let you know, and keep you informed as investigation progresses. All complaints will be investigated effectively and in conjunction with extant legislation and guidance.


When looking into a complaint we attempt to see what happened and why, to see if there is something we can learn from it, so it’s useful for you to provide as much information as you can.


Where your complaint involves more than one organisation (e.g. social services) we will liaise with that organisation, where possible, in an attempt to provide a coordinated reply. This may not be possible in all circumstances and we may need your consent to do this. Where your complaint has initially been sent to an incorrect organisation, we may seek your consent to forward this to the correct person to deal with. 


When the investigations are complete a final response letter will be sent to you that will include details of your complaint and also your right to escalate the matter further if you remain dissatisfied with the response.








Talk to Us


Every patient has the right to make a complaint about the treatment or care they receive. 


We understand that we may not always get everything right and, by telling us about the problem you have encountered, we will be able to improve our services and patient experience.


Most complaints can be resolved at a local level. Please speak to a member of staff if you have a complaint; our staff are trained to handle complaints. Alternatively, ask to speak to the complaints manager.


If possible, register your complaint in writing. The complaints manager aims to respond to all complaints within three working days. Please ensure you make your complaint within 12 months of the incident or 12 months of you discovering a problem, giving as much detail as possible.


Please send your written complaints to: 


The Practice Manager 


The Groves Medical Centre 


171 Clarence Avenue 


New Malden 


Surrey 


KT3 3TX 


Or email them to: 


Kinccg.groves-enquiries@nhs.net





Advocacy support


POhWER support centre can be contacted via 0300 456 2370


SeAp Advocacy gives advocacy support on 0330 440 9000


Age UK on 0800 055 6112


PALS at wmpals@chelwest.nhs.uk





Further actions





If you are dissatisfied with the outcome of your complaint from either NHS England or this practice, then you can escalate your complaint to:


Parliamentary Health Service Ombudsman (PHSO)


Milbank Tower


Milbank


London


SW1P 4QP





Tel: 0345 015 4033


www.ombudsman.org.uk
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The Groves Medical Group


The Vineyard Surgery


35 The Vineyard


Richmond, Surrey, TW10 6PP


020 8948 0404


Ricccg.vineyard-healthcare@nhs.net





Complaining on Behalf of Someone Else 


We keep to strict rules of medical and personal confidentiality. If you are registered patient you can complain about your own care. If you wish to make a complaint and are not the patient involved we will require the written consent of the patient to confirm that they are unhappy with their treatment. A Third Party Patient Consent Form can be retrieved from reception giving the patient opportunity to provide consent.


Where the patient is incapable of providing consent due to illness, accident, or age it may still be possible to deal with the complaint. Please provide the precise details of the circumstances which prevent this in your covering letter.


Please note we are unable to discuss any issue relating to someone else without their expressed permission, which must be in writing, unless the above circumstances apply. We may still need to correspond directly with the patient, or may be able to deal with the third party, and this depends on the wording of the authority provided.


Confidentiality


We will ensure that all complaints are investigated with the utmost confidentiality and that any documents are held separately from the patient’s healthcare record.


Further information on complaints is detailed in our Group policy.








What We Do Next 


We look to settle complaints as soon as possible. 


We aim to have looked into the matter within ten working days. You may then receive a formal reply in writing, or you may be invited to meet with the person(s) concerned to attempt to resolve the issue. If the matter is likely to take longer than this we will let you know, and keep you informed as investigation progresses. All complaints will be investigated effectively and in conjunction with extant legislation and guidance.


When looking into a complaint we attempt to see what happened and why, to see if there is something we can learn from it, so it’s useful for you to provide as much information as you can.


Where your complaint involves more than one organisation (e.g. social services) we will liaise with that organisation, where possible, in an attempt to provide a coordinated reply. This may not be possible in all circumstances and we may need your consent to do this. Where your complaint has initially been sent to an incorrect organisation, we may seek your consent to forward this to the correct person to deal with. 


When the investigations are complete a final response letter will be sent to you that will include details of your complaint and also your right to escalate the matter further if you remain dissatisfied with the response.








Talk to Us


Every patient has the right to make a complaint about the treatment or care they receive. 


We understand that we may not always get everything right and, by telling us about the problem you have encountered, we will be able to improve our services and patient experience.


Most complaints can be resolved at a local level. Please speak to a member of staff if you have a complaint; our staff are trained to handle complaints. Alternatively, ask to speak to the complaints manager.


If possible, register your complaint in writing. The complaints manager aims to respond to all complaints within three working days. Please ensure you make your complaint within 12 months of the incident or 12 months of you discovering a problem, giving as much detail as possible.


Please send your written complaints to: 


The Practice Manager 


The Vineyard Surgery 


35 The Vineyard 


Richmond


Surrey 


TW10 6PP


Or email them to: 


ricccg.vineyard-healthcare@nhs.net
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Advocacy support


POhWER support centre can be contacted via 0300 456 2370


SeAp Advocacy gives advocacy support on 0330 440 9000


Age UK on 0800 055 6112


PALS at stgeorges.nhs.uk





Further actions





If you are dissatisfied with the outcome of your complaint from either NHS England or this practice, then you can escalate your complaint to:


Parliamentary Health Service Ombudsman (PHSO)


Milbank Tower


Milbank


London


SW1P 4QP





Tel: 0345 015 4033


www.ombudsman.org.uk








The Groves Medical Group


Vineyard Hill Road Surgery


67 Vineyard Hill Road


Wimbledon Park, SW19 7JL


020 8947 2579


merccg.correspondence@nhs.net





Complaining on Behalf of Someone Else 


We keep to strict rules of medical and personal confidentiality. If you are registered patient you can complain about your own care. If you wish to make a complaint and are not the patient involved we will require the written consent of the patient to confirm that they are unhappy with their treatment. A Third Party Patient Consent Form can be retrieved from reception giving the patient opportunity to provide consent.


Where the patient is incapable of providing consent due to illness, accident, or age it may still be possible to deal with the complaint. Please provide the precise details of the circumstances which prevent this in your covering letter.


Please note we are unable to discuss any issue relating to someone else without their expressed permission, which must be in writing, unless the above circumstances apply. We may still need to correspond directly with the patient, or may be able to deal with the third party, and this depends on the wording of the authority provided.


Confidentiality


We will ensure that all complaints are investigated with the utmost confidentiality and that any documents are held separately from the patient’s healthcare record.


Further information on complaints is detailed in our Group policy.








What We Do Next 


We look to settle complaints as soon as possible. 


We aim to have looked into the matter within ten working days. You may then receive a formal reply in writing, or you may be invited to meet with the person(s) concerned to attempt to resolve the issue. If the matter is likely to take longer than this we will let you know, and keep you informed as investigation progresses. All complaints will be investigated effectively and in conjunction with extant legislation and guidance.


When looking into a complaint we attempt to see what happened and why, to see if there is something we can learn from it, so it’s useful for you to provide as much information as you can.


Where your complaint involves more than one organisation (e.g. social services) we will liaise with that organisation, where possible, in an attempt to provide a coordinated reply. This may not be possible in all circumstances and we may need your consent to do this. Where your complaint has initially been sent to an incorrect organisation, we may seek your consent to forward this to the correct person to deal with. 


When the investigations are complete a final response letter will be sent to you that will include details of your complaint and also your right to escalate the matter further if you remain dissatisfied with the response.








Talk to Us


Every patient has the right to make a complaint about the treatment or care they receive. 


We understand that we may not always get everything right and, by telling us about the problem you have encountered, we will be able to improve our services and patient experience.


Most complaints can be resolved at a local level. Please speak to a member of staff if you have a complaint; our staff are trained to handle complaints. Alternatively, ask to speak to the complaints manager.


If possible, register your complaint in writing. The complaints manager aims to respond to all complaints within three working days. Please ensure you make your complaint within 12 months of the incident or 12 months of you discovering a problem, giving as much detail as possible.


Please send your written complaints to: 


The Practice Manager 


Vineyard Hill Road Surgery


67 Vineyard Hill Road


Wimbledon Park


SW19 7JL


Or email them to: 


Merccg.correspondenceH85112@nhs.net
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Advocacy support


POhWER support centre can be contacted via 0300 456 2370


SeAp Advocacy gives advocacy support on 0330 440 9000


Age UK on 0800 055 6112


PALS on 020 3513 6150





Further actions





If you are dissatisfied with the outcome of your complaint from either NHS England or this practice, then you can escalate your complaint to:


Parliamentary Health Service Ombudsman (PHSO)


Milbank Tower


Milbank


London


SW1P 4QP





Tel: 0345 015 4033


www.ombudsman.org.uk








The Groves Medical Group


The Groves Hinchley Wiid


3 Station Approach


Esher, Surrey, KT10 0SP


020 8335 6600


Sdccg.lanternsurgery@nhs.net





Complaining on Behalf of Someone Else 


We keep to strict rules of medical and personal confidentiality. If you are registered patient you can complain about your own care. If you wish to make a complaint and are not the patient involved we will require the written consent of the patient to confirm that they are unhappy with their treatment. A Third Party Patient Consent Form can be retrieved from reception giving the patient opportunity to provide consent.


Where the patient is incapable of providing consent due to illness, accident, or age it may still be possible to deal with the complaint. Please provide the precise details of the circumstances which prevent this in your covering letter.


Please note we are unable to discuss any issue relating to someone else without their expressed permission, which must be in writing, unless the above circumstances apply. We may still need to correspond directly with the patient, or may be able to deal with the third party, and this depends on the wording of the authority provided.


Confidentiality


We will ensure that all complaints are investigated with the utmost confidentiality and that any documents are held separately from the patient’s healthcare record.


Further information on complaints is detailed in our Group policy.








What We Do Next 


We look to settle complaints as soon as possible. 


We aim to have looked into the matter within ten working days. You may then receive a formal reply in writing, or you may be invited to meet with the person(s) concerned to attempt to resolve the issue. If the matter is likely to take longer than this we will let you know, and keep you informed as investigation progresses. All complaints will be investigated effectively and in conjunction with extant legislation and guidance.


When looking into a complaint we attempt to see what happened and why, to see if there is something we can learn from it, so it’s useful for you to provide as much information as you can.


Where your complaint involves more than one organisation (e.g. social services) we will liaise with that organisation, where possible, in an attempt to provide a coordinated reply. This may not be possible in all circumstances and we may need your consent to do this. Where your complaint has initially been sent to an incorrect organisation, we may seek your consent to forward this to the correct person to deal with. 


When the investigations are complete a final response letter will be sent to you that will include details of your complaint and also your right to escalate the matter further if you remain dissatisfied with the response.








Talk to Us


Every patient has the right to make a complaint about the treatment or care they receive. 


We understand that we may not always get everything right and, by telling us about the problem you have encountered, we will be able to improve our services and patient experience.


Most complaints can be resolved at a local level. Please speak to a member of staff if you have a complaint; our staff are trained to handle complaints. Alternatively, ask to speak to the complaints manager.


If possible, register your complaint in writing. The complaints manager aims to respond to all complaints within three working days. Please ensure you make your complaint within 12 months of the incident or 12 months of you discovering a problem, giving as much detail as possible.


Please send your written complaints to: 


The Practice Manager 


The Groves Hinchley Wood 


3 Station Approach


Esher


Surrey 


KT10 0SP


Or email them to: 


Sdccg.lanternsurgery@nhs.net








