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Complaints and Concerns Policy

Whitby Health Partnership aims to provide a high standard of care and service, but there may be times when you feel that this has not happened.
If you wish to raise a concern, please follow our concerns and complaints procedure below.
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If you have a concern or complaint and would like to resolve this swiftly and informally, please raise your concern with a member of our team in person or in any of the following ways:

· In person

· Via telephone- 0151 355 6144

· Feedback Cards- Available at reception

· Via our website- Contact Form


If you feel you are unable to informally resolve your concerns, you can make a formal complaint to the practice by writing to:








Patient Services Manager







Whitby Health Partnership







114 Chester Road







Whitby







Ellesmere Port







CH65 6TG






Email: cmicb-cheshire.whitbyhealthpartnershipadmin@nhs.net

 


If you do not feel your concern has been resolved or taken seriously, you can raise your complaint with the local Integrated Care board (ICB):



Patient Experience Team

NHS Cheshire and Merseyside

No 1 Lakeside

920 Centre Park Square

Warrington

Tel: 0800 132 996

Email: enquiries@cheshireandmerseyside.nhs.uk    
Formal Complaints

We request that all formal complaints (Stage 2 &3) are made in writing to ensure we have all relevant information. Formal complaints can be submitted via email, but please be reminded that we may not respond to you by email.
Reasonable time frame

Concerns or complaints can be raised within 12 months of an incident happening or of you becoming aware of the problem. This 12-month limit does not apply if:
· There were good reasons for not making the complaint within that time limit

· Despite the delay, it is still possible to investigate matters effectively & fairly.
Complaints that are complex or involve a clinical review can take longer to resolve. These may involve speaking to professionals and reviewing documentation and call records. Please allow the practice 28 days to respond to such requests.
Support making a complaint

You may wish to contact your local Independent Complaints Advocacy Service (ICAS). ICAS supports patients and their carers who wish to pursue a complaint about any NHS treatment or care. Information about how to contact your local ICAS on 0300 440 9000.
Further Advice

If you remain dissatisfied with the response to your complaint, you have the right to ask the NHS Ombudsman to review your case. This should be done within six months of the date of the final letter.
The Health Ombudsman is an independent body established to promote improvements in healthcare through the assessment of the performance of those who provide services. You can contact The Health Service Ombudsman on 0345 015 4033 or write to them at:


The Health Service Ombudsman for England, 11th Floor, Millbank Tower, London SW1P 4QP

You can obtain booklets explaining the role of the Health Service Ombudsman, by contacting them either by telephone or accessing their website:
Tel: 0345 015 4033
https://www.ombudsman.org.uk/
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