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PATIENT INFORMATION FOR COMPLAINTS PROCEDURE
Practice Complaints Procedure
If you have a complaint or concern about the service you have received from any of the staff working for this practice, please let us know. We operate a practice complaints procedure as part of the NHS system for dealing with complaints.

Our complaints system meets the national criteria.

How to complain

We hope that most problems can be sorted out easily and quickly, often at the time they arise and with the person concerned. If your problem cannot be resolved this way we would like you to let us know as soon as possible – ideally within a matter of days or at the most a few weeks. This will enable us to establish what has happened more easily. If it is not possible to do that please let us have details of your complaint within 6 months of the incident.

Complaints should be addressed to Miss Stephanie Randall, Practice Manager
What we will do
We shall acknowledge your complaint within two working days and aim to have looked into your complaint within twenty five working days of the date submitted. When we look into your complaint, we shall aim to

•
Find out what happened and what went wrong

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

•
Make sure you receive an apology where this is appropriate

•
Identify what we can do to make sure the problem does not reoccur

Complaining on behalf of someone else

Please note that we keep strictly to the rules of medical confidentiality. If you are complaining on behalf of someone else, we have to know that you have their permission to do so. A note signed by the person concerned will be required, unless they are incapable (due to illness) of providing this.

DALEFIELD SURGERY COMPLAINT FORM

Complainants Details

	Name
	

	Address


	


Patients Details (where different from the above)

	Name
	

	Address


	

	Date of Birth
	
	Usual Practitioner
	


Complainants Signature:  ………………......................................
Date:  …………………………

Where the complainant is not the patient:

I,    …………………………………………………… (patients name)                                         

authorise the complaint set out overleaf to be made on my behalf by …………………………………..

and agree that the practice may disclose to ……………………………………………..(only in so far as is necessary to answer the complaint) confidential information about me which I provide to them.

Patients Signature: ………………………………………………….

Date: …………………………..

	Name
	

	Address


	


	Date Problem Arose
	
	Date Problem Reported to Practice
	


	

	Name and position of person receiving complaint




Details of Complaint 

	


Outcome

	


Action Taken
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How to make a complaint about NHS Primary Care Practitioners

If you are unhappy with the treatment or service you have received from NHS Primary Care practitioners you are entitled to make a complaint, have it considered, and receive a response from the independent practitioner concerned.  Independent practitioners are GPs, dentists, opticians and pharmacists. The NHS complaints procedure described in this leaflet applies to the NHS in England. 

Local Resolution

The NHS complaints procedure covers complaints made by a person about any matter connected with the provision of NHS services by independent practitioners or contractors. 

Who can complain?

A complaint can be made by a patient or person affected or likely to be affected by the actions or decisions of the independent practitioner. A complaint can also be made by someone acting on behalf of the patient or person, with their consent.  

What is the time limit for making a complaint?

You should normally complain within 12 months of the event(s) concerned or within 12 months of becoming aware that you have something to complain about. Independent practitioners have discretion to waive this time limit if there are good reasons why you could not complain earlier. 
Who should I complain to?

The first stage of the NHS complaints procedure is ‘Local Resolution’. Your complaint should be made in the first instance to the independent practitioner providing the service. Local resolution aims to resolve complaints quickly and as close to the source of the complaint as possible using the most appropriate means; for example, use of conciliation.

You can raise your concerns immediately by speaking to a member of staff (e.g. dentist, optician, pharmacist, GP or practice manager). They may be able to resolve your concerns without the need to make a more formal complaint. 

However, if you do want to pursue a complaint you can do this orally or by writing (including e-mail) to the independent practitioner concerned.  If you make your complaint verbally, a written record should be made by the practice manager.   

You may also complain directly to NHS Greater Manchester who commission the health service you have concerns about.  They can be contacted by:

Telephone – 01204 462022 / 01204 462023 

Post - Governance and Safety, Bolton – NHS GM, Lever Chambers, 27 Ashburner Street, Bolton, BL1 1SQ 
Email - gmicb-bol.pals@nhs.net  

You should be given the opportunity to discuss your concerns and say what you would like to happen as a result of your complaint.

The timescale for the response will be agreed with you and you will receive a written reply to confirm the outcome of the investigation into your complaint.

The Health Service Ombudsman

If you remain unhappy after local resolution then you may complain to the Health Service Ombudsman. The Ombudsman is completely independent of the NHS and Government. You can contact the Ombudsman at:

Patient Services Officer
North West Commissioning Support Unit (NWCSU)
 Telephone: 0161 212 6281
St James's House, Pendleton Way, Salford, Manchester M6 5FW
Millbank Tower


Telephone: 
0345 015 4033

Millbank



Email:  OHSC.Enquiries@ombudsman.gsi.gov.uk 

London SW1P 4QP


Website: 
www.ombudsman.org.uk
Where can I get further help and advice?

· Independent Complaints Advocacy (ICA) provides advice and support to people who want to complain about the NHS.  
           Telephone - 0808 801 0390 
           Post - 5th Floor, Arthur House, Chorlton Street, Manchester M1 3FH. 
           Email: boltonica@carersfederation.co.uk  

     Website: www.carersfederation.co.uk/ica 

· NHS Direct on telephone:  111 or your local Citizens Advice Bureau. 

· Healthwatch Bolton will provide patients, carers, their families and members of the Bolton community with information about their rights and choices in health and social care. They can be contacted on:                             Telephone:  01204 372842 or Email:  infro@healthwatchbolton.co.uk

· The Department of Health’s website also has information on the NHS complaints procedure at www.nhs.uk. 
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