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PRACTICE COMPLAINTS PROCEDURE

Practice Complaints Managers:		Mrs A Lynch

Overseeing Partners:			Dr C Shah / Dr L Pandit

Complaints Procedure
If you have a complaint or concern about the service you have received from a doctor or any member of staff working at Spring Hill Medical Centre please let us know. We operate a Practice Complaints Procedure as part of the NHS system, which meets the national criteria.
If you are complaining on behalf of someone else, please note that we adhere to strict rules of medical confidentiality and will not be able to act on this complaint without the patient’s permission on a signed and dated consent letter.
If the complaint is regarding a deceased patient, the practice will proceed with an investigation.
Ideally you need to make your complaint as soon as possible, but ideally within six months of the incident that caused the problem or within six months of discovering that you have a problem. This will enable us to gather all the information whilst still fresh.
How to complain
To pursue a complaint please contact the Complaint Managers who will deal with your concerns appropriately, you may be asked to detail your complaint in writing. All complaints are investigated and we will always provide you with either a telephone call, email or written response within 21 working days of receiving your complaint (your complaint will be acknowledged within 2 working days).


What we shall do:
•	Find out what happened
•	Make it possible for you to discuss the problem with those concerned (if you prefer this)
•	Ensure you receive an apology with reassurance that this is not the level of service we would wish for our patients and identify what we can do to ensure the problem does not arise in the future.




















SPRING HILL COMPLAINTS FORM

Complainant details:

Name: ……………………………………………………………………………………………..

Address: …………………………………………………………………………………

………………………………………………………………………………………………..

…………………………………………………………………………………………………

Patients details (where different from above):

Name: ……………………………………………………………………………………………..

Address: …………………………………………………………………………………

…………………………………………………………………………………………………

…………………………………………………………………………………………………

Date of Birth: ………………………Usual Practitioner ………………………........................





DETAILS OF THE COMPLAINT INCLUDING DATE OF EVENT AND PERSONS INVOLVED:
…………………………………………………………………………………………………………………………………………………………..
…………………………………………………………………………………………………………………………………………………………..
…………………………………………………………………………………………………………………………………………………………..
…………………………………………………………………………………………………………………………………………………………...
……………………………………………………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………………………………………………..
…………………………………………………………………………………………………………………………………………………………..
……………………………………………………………………………………………………………………………………………………………
……………………………………………………………………………………………………………………………………………………………
……………………………………………………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………………………………………………...
……………………………………………………………………………………………………………………………………………………………
……………………………………………………………………………………………………………………………………………………………
……………………………………………………………………………………………………………………………………………………………
……………………………………………………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………………………………………………..
…………………………………………………………………………………………………………………………………………………………..
…………………………………………………………………………………………………………………………………………………………..
…………………………………………………………………………………………………………………………………………………………..
…………………………………………………………………………………………………………………………………………………………..
…………………………………………………………………………………………………………………………………………………………..
…………………………………………………………………………………………………………………………………………………………..
…………………………………………………………………………………………………………………………………………………………..
Please continue on a separate sheet if applicable.  Thank you.
The NHS complaints procedure explained
If you're not happy with the care or treatment you've received or you've been refused treatment for a condition, you have the right to complain, have your complaint investigated, and be given a full and prompt reply.
The NHS Constitution explains your rights when it comes to making a complaint. You have the right to:
•	have your complaint dealt with efficiently, and be properly investigated 
•	know the outcome of any investigation into your complaint 
•	take your complaint to the independent Parliamentary and Health Service Ombudsman if you're not satisfied with the way the NHS has dealt with your complaint 
•	make a claim for judicial review if you think you've been directly affected by an unlawful act or decision of an NHS body 
•	receive compensation if you've been harmed  
Care Quality Commission:
Complain about a service or provider:
In the first instance, you should contact the service provider.
By law, all health and social care service providers must have a complaints procedure that you can ask to see, which will tell you how to make a complaint.

Health Service Ombudsman:
If you are not happy with how an NHS trust responds to your complaint, you can ask the Parliamentary Health Service Ombudsman to look into your case.
Tel: 0845 0154033
Website: www.ombudsman.org.uk
NHS Complaints Advocacy Service:
NHS Complaints Advocacy Service supports people who have made a complaint about the NHS. Your local NHS Complaints Advocacy Service representative can advise you about which organisations might be able to help with your complaint and at what stage you should approach them.
POhWER (East of England, East Midlands, London and West Midlands):
POhWER provide the NHS Complaints Advocacy service for this area.
Tel: 0300 456 2370
Email: pohwer@pohwer.net
Website: www.pohwer.net
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