

Launceston Close Surgery  Complaints Procedure

The Doctors and Staff at Launceston Close endeavour to provide you with an excellent service.  However, there are times when you may feel that this has not been the case and this leaflet outlines what you should do if you have a complaint about our service.

How to complain

We hope that most problems can be resolved quickly and easily at the time that they arise and with the people concerned.  

Complaints should be addressed to Angela Bonney, (Practice Manager).  Alternatively, the patient may ask for an appointment with the Practice Manager in order to discuss their concerns. A complaint must usually be made within 12 months of an incident happening.  However, the sooner a complaint is made, the easier it will be to investigate what has happened.  People wishing to complain may do so orally, in writing or electronically.

All oral and written complaints made to the practice will be acknowledged within 3 working days unless the complaint is resolved to the patient’s satisfaction by the end of the next working day.  

Complaint on behalf of someone else

Confidentiality of patients is of the upmost importance.  If someone is complaining on behalf of a patient, the practice needs to be satisfied that there is reasonable ground for this method of representation and that the third party is genuinely acting in the best interests of the individual and has their written consent to do so 
(unless the patient is deemed not to have capacity to do so).

When a complaint is made on behalf of a child, the practice needs to be satisfied that there are reasonable grounds for the complaint being made by the individual rather than the child.

What we will do

We will acknowledge receipt of the complaint within 3 working days and agree a timescale for investigating the complaint.  You should receive a written response to your complaint within 30 working days.



We will aim to:
· Investigate the complaint to establish what happened and what went wrong.
· Make it possible for the complainant to discuss the problem.
· Make sure the complainant receives an apology where this is appropriate.
· Identify what we can do to avoid the problem from happening again.
· Send the complainant a written response as soon as is reasonably practical after completing the investigation.
· Inform the complainant where they can take their complaint if they are not happy with the response received from the practice.

There are other agencies available to help with complaints.  The ICB deals with complaints about services commissioned by them.  The Health Service Ombudsman deals with complaints about NHS organisations, the PALS service deals with complaints at the hospital.

· Practice 
· Cheshire and Merseyside ICB
· Parliamentary and Health Service Ombudsman 
· PALS – Patient Advice Liaison Service (Customer Care Team at Leighton)

What else can you do

In most cases, complaints concerning the practice can be resolved locally through our practice complaints procedure.  However, complainants should also be aware that they can complain directly to the following useful contacts or can complain to the Health Service Ombudsman if they are not satisfied with the practice response.

Useful contacts:

NHS Cheshire and Merseyside ICB	Parliamentary and Health Service Ombudsman
Patient Experience Team			City Gate
No 1 Lakeside				47-51 Mosley Street
920 Centre Park Square			Manchester
Warrington					M2 3HQ
Cheshire					Telephone: 0345 015 4033
WA1 1QY					phso.enquiries@ombudsman.org.uk
Telephone:   0800 132 996 
Select option for Cheshire West
enquiries@cheshireandmerseyside.nhs.uk

PALS (Patient Advice Liaison Service) – Patient Advice and Complaints Team at 
Mid Cheshire Trust
01270 612410 – deals with complaints about the hospital.
Patientadviceandcomplaints@mcht.nhs.uk
