MORTIMER MEDICAL PRACTICE

COMPLAINTS PROCEDURE

Introduction

If you have a complaint or concern about the service you have received from the doctors or any of the staff working in 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 national criteria.


The Practice Complaints Manager is Mrs Fiona Harper and the Reasonable Person is Dr Deborah Corbett.  The Reasonable Person is responsible for ensuring:

· Complaints are dealt with efficiently

· Complaints are fully investigated

· Complainants are treated with respect and courtesy

· Complainants receive so far as is reasonably practical –

· Assistance to enable them to understand the procedure in relation to complaints

· Advice on where they may obtain such assistance

· Complainants receive a timely and accurate response

· Complainants are informed of the outcome of any investigation

· Action is taken if necessary in the light of the outcome of the complaint

Complaints can also be made directly to Herefordshire ICB who may consider it appropriate to deal with the complaint themselves or pass it back to the practice with the complainant’s consent.

Complaints are reviewed monthly clinical meetings, Management Meetings and also at quarterly MDT meetings which are attended by all staff.

How to complain

We hope that most problems can be sorted out easily and quickly, often at the time that they arise and with the person concerned.  If your problem cannot be sorted out in this way and you wish to make a complaint, 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 – because this will enable us to establish what happened more easily.  If it is not possible to do that, please let us have details of your complaint:


· within six months of the incident that caused the problem, or

· within six months of discovering that you have a problem, provided this is within 12 months of the incident.

Complaints should be addressed to Mrs Fiona Harper or any of the doctors.  Alternatively, you may ask for an appointment with Mrs Harper to discuss your concerns.  She will explain the complaints procedure to you and will make sure that your concerns are dealt with promptly.  It will be a great help if you are as specific as possible about your complaint.

Should a patient wish to remain anonymous to the practice they also have the option to complain via a PPG member.  Written anonymous complaints or malicious complaints will not be investigated.


What we shall do

We shall acknowledge your complaint within three working days and aim to      have looked into the matter within ten working days of the date when you      raised it with us.  We shall then be in a position to offer you an explanation, or      a meeting with the complaints lead. When we look into your complaint we shall aim to:
· make it possible for you to discuss the problem with the complaints lead (if you wish)

· make sure you receive an apology, if appropriate

· identify what we can do to make sure the problem does not occur again

Once your complaint has been investigated the Reasonable Officer, the Complaints Manager or your GP will write to you explaining:

· how the complaint was considered

· conclusions reached

· any remedial actions needed/taken

· details of how to take the complaint further if the complainant is not satisfied

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 permission to do so.  A note signed by the person concerned will be needed, unless they are incapable (because of illness etc) of providing this.

Complaining to the Herefordshire and Worcestershire Integrated Care Board 
We hope that, if you have a complaint, you will use our practice procedure.  We believe this will give us the best chance of putting right whatever has gone wrong and an opportunity to improve our practice.  But this does not affect your right to approach the local Integrated Care Board if you feel you cannot raise your complaint with the Practice or are dissatisfied with the result of the investigation.  Management of complaints to Herefordshire and Worcestershire Integrated Care Board  is carried out by the CSU Patient Services Team who can be contacted on 08000304563.

Complainants who are not satisfied with the initial response to their complaint can refer it for investigation by the Parliamentary and Health Service Ombudsman.

You may also like to contact Patient Advice and Liaison Services (PALS) or the Independent Complaints Advocacy Service (ICAS).  PALS can be contacted on 08000304563.  ICAS can be contacted on 01438 727192.

SUMMARY

The practice Complaints Manager is Mrs Fiona Harper and the Reasonable

 Person is Dr Deborah Corbett

If it is not possible to do that, please let us have details of your complaint:

· within six months of the incident that caused the problem, or

· within six months of discovering that you have a problem, provided this is within 12 months of the incident.

We shall acknowledge your complaint within three working days and aim to have looked into the matter within ten working days of the date when you raised it with us.  We shall then be in a position to offer you an explanation, or a meeting with the people involved.

if you feel you cannot raise your complaint with the Practice or are dissatisfied with the result of the investigation.  Management of complaints to Herefordshire and Worcestershire Integrated Care Board is carried out by the CSU Patient Services Team who can be contacted on 08000304563.
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