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INTRODUCTION AND LINKS TO GUIDELINES:
It is important and one of the core duties of a doctor, according to the GMC to respond to patient complaints promptly and in the appropriate manner.  This policy gives clear instructions on how we operate our complaints policy.  It is important as a clinical organisation to discuss complaints and suggestions to ascertain general learning points which are shared with the team as this improves the practice & underpins clinical governance.  We as a practice firmly view complaints as a potential source of learning and for change and development.

Practices and clinicians generally find complaints stressful.  It is important that the practice views complaints as a potential source for learning and for change and development.

Reports should include a summary of each complaint or suggestion an identification of any learning points which came out the review.  It may be useful to agree the time of each review how the learning points or areas for change will be communicated to the team.  It is likely that not all team members will be involved in every review meeting for various reasons.  It may also be useful to identify an individual responsible for implementing the change and monitoring its process.  

AIMS:

The principal aim is to operate a robust complaints policy.  Also we need to conduct an annual review of patient complaints and suggestions to ascertain general learning points which are shared with the team.  

OBJECTIVES

The principal objective is to achieve the aims.  This objective can be measured by review of our written evidence as below and also by interview of the relevant staff members.  

This policy is divided into two parts. 

Part 1: Procedure for annual review of complaint within practice 

Part2: Complaints Policy

  
Part 1: Annual Review of Complaints 

Please find detailed below the procedural steps to attain this policy.

1. On receipt of any complaints the Practice Manager logs this complaint.

2. Dr. M.S.Kainth, with the support of Practice Manager, follows the complaints policy which is attached to the end of this document in part 2.

3. This complaint is then registered on the agenda for the next practice meeting.

4. If the matter is urgent a practice meeting is called sooner.

5. During this practice meeting we conduct a multidisciplinary analysis in order to analyse the complaint thoroughly. 

6. The Practice Manager reviews all complaints every to ensure that they have been dealt with appropriately and also followed up appropriately. 

7. The Practice Manager, along with all of the staff members, receives annual training upon the operation of this policy by Dr. Kainth.

8. The learning points or areas of change are communicated with the team by regular practice meetings.

9. Dr Kainth gives the responsibility for implementing changes & monitoring progress to a different lead person who is selected for each complaint.  
Part 2: Policy for Complaints resolution
When a complaint is received at reception the following procedure must be followed:

Minor Complaint

Most complaints received will be of a minor nature, due to a misunderstanding or lack of communication and may be dealt with by the member of staff within the reception area quickly and effectively.

Please remember apologising for what has happened is not an admission of liability.

1. Record complaint.

2. Check consent if complaint not made by patient

3. Give explanation and apology (if appropriate)

4. Record in log that complaint has been resolved.

If the complaint is of a major nature and cannot be resolved as above please follow this procedure.

Major Complaint

There will be occasions when a patient is not satisfied with our services and will wish to make a formal complaint about the service they have received from us:

1. Give patient a copy of complaints procedure in practice leaflet.
2. Record complaint 
3. Check consent if complaint not made by patient

4. Ask patient to contact Dr Kainth either by telephone or in writing.

5. Record in log that complaint has been referred to Dr Kainth.

6. Liaise with Dr Kainth giving information that may be relevant to the complaint, in order that the problem may be resolved as quickly as possible.

7. Dr Kainth to deal with the complaint appropriately as below.

Policy for patient complaints - How to Complain / Compliment

Please note whenever Dr. M.S. Kainth is referred in this document this covers all staff members employed by Dr Kainth working within this practice

How do I comment about my NHS treatment from Dr. M.S. Kainth?
Dr. M.S. Kainth aims to give the best possible care to patients. But sometimes things do go wrong and this Complaints Procedure was set up to use if you want to complain about the services or treatment you get from him.

You may, however, want to feedback positive comments on the care and services you have received. These comments are just as important as they tell Dr. M.S. Kainth what factors are contributing to a good experience for patients.

In either case, a useful starting point is Dr Kainth at Primrose Lane Health Centre where you received your NHS treatment.  He will be able to sort out the problem quickly and efficiently for you - but if he can't, he will give you useful advice about the NHS complaints procedure and the other avenues open to you.

If you are unhappy with the treatment or service you have received from Dr. M.S. Kainth you are entitled to make a complaint, have it considered, and receive a response from Dr. M.S. Kainth.

The complaints procedure described below covers complaints made by a person about any matter connected with the provision of NHS services by Dr. M.S. Kainth.  A complaint can be made by a patient or person affected or likely to be affected by the actions or decisions by Dr. M.S. Kainth.

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.  Dr. M.S. Kainth has the discretion to waive this time limit if there are good reasons why you could not complain earlier.

To whom should I complain initially?

The first stage of the NHS complaints procedure is 'Local Resolution'. Your complaint should be made in the first instance to the Practice Manager or directly to Dr. M.S. Kainth.  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. doctor, nurse, practice manager or Dr Kainth). 

If you do want to continue with your complaint you can do this verbally or in writing (including surgery e-mail) wolccg.primroselanesurgery@nhs.net to Dr. M.S. Kainth. If you make your complaint verbally, a written record should be made by Dr Kainth.

You should receive a response from Dr. M.S. Kainth within 10 working days.  You should be kept informed of progress if this is not going to happen.

Staff and services provided by GPs, pharmacists, dentists, opticians


From 1 July 2023 the way to make a complaint about primary care services to the commissioner is changing.  

 

By primary care services we mean GPs, dentists, opticians or pharmacy services. 

Please ensure your patients are aware of the following information via your website or other communications channels:

  

You have the right to make a complaint about any aspect of NHS care, treatment or service, this is written into the NHS Constitution on GOV.UK. 

  

From 1 July 2023 the way you make a complaint about primary care services to the commissioner is changing.  

 

By primary care services we mean GPs, dentists, opticians or pharmacy services. 

  

There are two ways you can make a complaint: 

  

· You can complain to the healthcare provider: this is the organisation where you received the NHS service, for example a GP surgery or dental surgery.   

 

· You can complain to the commissioner of the service: this is the organisation that paid for the service or care you received. 

 

After 1 July 2023 if you want to make a complaint about primary care services to the commissioner you will now contact the Black Country Integrated Care Board.
  

You can do this by: 

  

Telephone: 0300 0120 281

Email: bcicb.time2talk@nhs.net 

Writing : Time2Talk, NHS Black Country Integrated Care Board (ICB) Civic Centre, St Peter’s Square, Wolverhampton, WV1 1SH  

If you want to make a complaint directly to the provider of the primary care service, you still can – that does not change on the 1 July 2023. 
Customer services - Time 2 Talk :: Black Country ICB
 

Ongoing complaints

The Black Country ICB will take over any ongoing complaints placed on or after 1 July 2022. You will receive a letter for this including confirmation of your case handler.

Find out more about how to feedback or make a complaint about an NHS service 
Useful Contacts for making a Complaint
	Contact details for other NHS organisations
	Contact Details

	
	

	The Dudley Group NHS Foundation Trust: 
	Formal complaints dgft.complaints@nhs.net 
Informal complaints dgft.pals@nhs.net 01384 321035
 

	The Royal Wolverhampton NHS Trust
	rwh-tr.pals@nhs.net 
01902 695368
 

	Walsall Healthcare NHS Trust: 
	patientrelations@walsallhealthcare.nhs.uk 
01922 656463
 

	Sandwell and West Birmingham NHS Trust:
	swbh.complaints@nhs.net
swb-tr.pals@nhs.net
0121 507 6440/4080/5892
0121 507 6440/4080/5892
 

	Black Country Healthcare NHS Trust call:
	Sed.bchft@nhs.net
0800 587 7720
 


What if I'm still unhappy after local resolution?

The Health Service Ombudsman
If you are not happy with the outcome of your complaint, you can contact the Parliamentary and Health Service Ombudsman (PHSO) free of charge. They can review the way in which your complaint has been handled, but you will need to contact the Ombudsman about your case within 12 months of the final local outcome of your complaint. 
Contact them:
· Email: PHSO.enquries@ombudsman.org.uk
· Telephone: 0345 015 4033
· Website: www.ombudsman.org.uk
Where can I get further advice and help?
• The independent; Complaints Advocacy Service (ICASX) provides advice and support to people who want to complain about the NHS. There are advocacy services that provide support to anyone who wishes to make a complaint about the NHS, free of charge. If you would like to be referred to an advocacy service to support you in making a complaint, please contact Time2Talk on 0300 0120 281, or via email bcicb.time2talk@nhs.net, who will signpost you to the appropriate advocacy service for your area.
• Call NHS on 111 or your local Citizens Advice Bureau
• The Department of Health's website also has information on the NHS complaints procedure
· CQC – Care Quality Commission 
