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PATIENT INFORMATION LEAFLET
COMMENTS AND CONCERNS, COMPLIMENTS OR COMPLAINTS

We welcome your comments with regard to the service we provide. Our aim is to provide the highest level of care for all our patients. We will always be willing to hear if there is any way you think that we can improve the service we provide.


Making a complaint
If you have any complaints or concerns about the service that you have received from the doctors or staff working for this practice, please let us know.

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 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 most a few weeks. 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 6 months of the incident that caused the problem; or

· Within 6 months of discovering that you have a problem, provided that is within 12 months of the incident. 

The Practice is happy to deal with any complaint. Complaints should be made in writing by email hiowicb-hsi.hvhfeedback@nhs.net or by letter where possible. This ensures that we can get the most appropriate person to respond. If you have a disability which means you are unable to put your complaint in writing, please call us to let us know.


Other Avenues
You are also able to make a complaint through Hampshire and Isle of Wight Integrated Commissioning Board if you prefer not to complain through the practice. They can be contacted at:
South East Complaints Hub
NHS Frimley ICB
Aldershot Centre for Health
Hospital Hill
Aldershot
Hampshire
GU11 1AY

Phone number: 0300 561 0290
Email address: Frimleyicb.southeastcomplaints@nhs.net 


What we shall do 
Our complaints procedure is designed to make sure that we settle any complaints as quickly as possible.

We shall acknowledge your complaint within 3 working days and give you the period within which a response to your complaint is likely to be sent. There is no set timeframe, and this will depend on the nature of your complaint.

If the response is delayed for any reason, you will be kept informed. If you made a complaint but do not receive a response or decision for more than 6 months, you will be told of the delay.

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 you would like this

· make sure you receive an apology, where appropriate

· Identify what we can do to make sure the problem does not happen again.

At the end of the investigation your complaint will have a response in writing, and where appropriate, an offer to meet in person.

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 his or her permission to do so. A third-party authorisation form will be needed, unless they are incapable (because of illness) of providing this. This form is available on our website or from reception.

What you can do next
We hope that, if you have a problem, you will use the practice complaints procedure. We believe that this will give us the best chance of putting right whatever has gone wrong and the opportunity to improve our practice.

Whilst we do all we can to resolve your concerns, it is your right to advise you that you can seek an independent review of complaints from the Parliamentary and Health Service Ombudsman.  Requests for independent review should usually be made within a year of the conclusion of the local complaints process.  You can contact the Ombudsman on 0345 015 4033 or by email at phso.enquiries@ombudsman.org.uk or write to The Parliamentary and Health Service Ombudsman, Millbank Tower, Millbank, London, SW1P 4QP.

If you have received particularly good service from us, please let us know and we will tell the clinician or member of staff concerned.
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