Alton Street Surgery

Practice Complaints Procedure
Talk to us
If you have a complaint about the service you have received from the doctors or any of the staff working in this practice, please let us know.  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. 

How to complain
Most complaints can be resolved at a local level and can be made verbally or in writing.  

Our Operation Managers and Patient Service Managers are all trained to assist with complaints.  Alternatively, you can ask to speak to the Practice Manager.  

If you prefer to detail your complaint in writing you can address your letter to the Practice Manager at the address on the front of this leaflet, request a complaints form from the reception desk or send an email to altonstreet.admin@nhs.net 

If for any reason you do not wish to liaise directly with the Practice, then you can request that the local ICB investigates your complaint, who will contact us on your behalf:

Website: 	https://herefordshireandworcestershire.icb.nhs.uk/contact-us/complaints
Address: 	Patient and Stakeholder Liaison Team, NHS Herefordshire and Worcestershire, Kirkham House, John Comyn  Drive, Perdiswell, Worcester,  WR3 7NS
Telephone: 	0300 053 4356 (ask to speak to the Complaints Team)
Email: 		hwicb.complaints-GP@nhs.net 

Timescales for raising a complaint
The time constraint on raising a complaint is 12 months from the occurrence giving rise to the complaint, or 12 months from the time you became aware of the matter about which you wish to complain.

What we do next
We endeavour to bring complaints to a satisfactory conclusion as soon as possible.  We will acknowledge your complaint within three working days and provide you with a timescale for your response.  If the matter is likely to take longer than anticipated, we will keep you informed of timescales as the investigation progresses. When we investigate your complaint, we will aim to:
· Find out what happened and what went wrong.
· Make it possible for you to discuss what happened 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
When the investigations are complete, you will receive a phone call or a formal written reply, or you may be invited to meet with the person(s) concerned to attempt to resolve the issue.  

Complaining on behalf of someone else
Please note that we keep strictly to the rules of medical and personal confidentiality.  If you are complaining on behalf of someone else, we have to know that you have their permission to do so.  A third-party consent complaint form is available on the Practice website or on request.

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.

Need help making a complaint?
If you want help in making a complaint you can contact Healthwatch Hounslow to help you find an independent NHS complaints advocacy service.

Post: 	Healthwatch Hounslow 45 St. Mary’s Road, Ealing, W5 5RG  
Tel: 	0203 603 2438     
Email:	 info@healthwatchhounslow.co.uk     
Web: 	www.healthwatchhounslow.co.uk


Alternatively, POhWER is a charity that helps people to be involved in decisions being made about their care. 

Post: 	PohWER, PO Box 17943, Birmingham, B9 9PB
Tel: 	0300 456 2370
Email: 	pohwer@pohwer.net     


If you are dissatisfied with the outcome
If you are dissatisfied with the outcome of your complaint, you have the right to approach the Ombudsman.  The contact details are:
[bookmark: _GoBack]Post: 	The Parliamentary and Health Service Ombudsman, Millbank Tower, 30 Millbank, London, SW1P 4QP
Tel:	0345 0154033
Website: www.ombudsman.org.uk


