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What is a complaint?
[bookmark: _Hlk189819370]A complaint is when you tell us you are unhappy about our service and you would like a response from us.

You may be unhappy because:
· We do something in the wrong way
· We did something that should not have been done
· We did not do something that should have been done
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This easy read guide is about how to make a complaint about our services.










Please tell us what you think
[image: ]

We would really like you to tell us what you think about our services.





[image: ]

Please tell us what you think is good about the service.
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Please tell us what you think is bad about the service.






Please tell us what we can do to try to make it better.




Who can help you tell us?


There are lots of people who can help you to tell us what you think:
· Support worker or advocate
· Social worker
· Friends
· Family






















How you can tell us

[image: Email outline][image: Open envelope outline][image: Open envelope outline]

By sending an email to: 
Smccvs.secs@nhs.net





By phone:
Shaftesbury Medical Centre – 0113 240 9500
Church View Surgery – 0113 260 0021
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By writing a letter to:
Practice Manager
Shaftesbury Medical Centre
78 Osmondthorpe Lane
Leeds
LS9 9EF
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What happens if I complain 
[image: Man wearing a hoodie]

We will treat you fairly. We want to put things right for you.
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We will contact you within 3 working days of reading your complaint to let you know we have read it.
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We will talk to you about your complaint and make sure we understand what the problem is. 




[bookmark: _Hlk189821588][bookmark: _Hlk189821589]We will listen to what you have told us, and we will tell you what we will do about it.
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[bookmark: _Hlk189821663][bookmark: _Hlk189821664]We will write to you to answer your complaint within 20 working days.






If you are unhappy with our response
[image: ]
You can contact the Parliamentary and Health Service Ombudsman if you are unhappy with our response.
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They can investigate your complaint, and they may tell us how we can put things right.
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To contact the Ombudsman online, go to: www.ombudsman.org.uk 






You can also contact them by writing a letter to:
The Parliamentary and Health Service Ombudsman
Millbank Tower
Millbank
London
SW1P 4QP
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