Abbey Medical Practice

Practice Complaints Procedure

Patient Information and Guidance

Introduction

The doctors and staff of Abbey Medical Practice strive to provide the best possible service at all times, but we understand that there may be occasions when you feel it is necessary to pass comment or to express concerns.  We therefore aim to address any complaints quickly and fully.

How to Lodge a Complaint

Most problems can be sorted out quickly and easily, often at the time at which they arise and with the person concerned.  However, if you wish to make a complaint, please let us know immediately – the sooner these matters are looked into, the easier it is to determine what went wrong and why.  In any event, you should lodge your complaint within 12 months of the incident, or within 12 months of becoming aware that you have a problem.  Complaints outside these time limits will be considered if there are valid reasons for the delay and provided that the necessary information is available to allow the complaint to be investigated fairly and effectively.
Written complaints should be addressed to Mrs C Milton, Practice Manager, in the first instance.  Alternatively, you may ask for an appointment with Mrs Milton if you prefer to discuss your concerns on a face-to-face basis.  Mrs Milton will explain the complaints procedure to you and ensure that your concerns are dealt with promptly and fully.  If you do not wish to come into the Practice to discuss your concerns, you may also lodge your complaint by telephone. 
What Happens Next?

Where appropriate, we aim to acknowledge receipt of a complaint within 3 working days and to have looked into the surrounding circumstances within 10 working days.  We will then either write to you with an explanation, or offer you a meeting with the doctors/staff involved.  When we look into your complaint, we will:

· Find out what happened and what went wrong.

· Make sure you receive an explanation of the events and, where appropriate, an apology.
· Identify what we can do to make sure that the problem does not happen again.

Complaining on Behalf of Others

In order to abide by the very strict rules of confidentiality, if you are complaining on behalf of someone else we will need to have their written permission for you to do so before we can investigate the matter and discuss our findings with you.

If you are not Satisfied

If you feel that you cannot raise your complaint with us or are unhappy with the outcome of our investigations, further information and advice can be obtained from a number of different sources.
Local Sources
· Herefordshire and Worcestershire Integrated Care Board at The Complaints Team, NHS Herefordshire and Worcestershire Integrated Care Board, Kirkham House, John Comyn Drive, Perdiswell, Worcester WR3 7NS. (Tel: 0330 053 4356.  Email: hwicb.complaints-gp@nhs.net).

· The Independent Health Complaints Advocacy Service (IHCA): Onside Independent Advocacy, Williamson House, 14 Charles Street, Worcester WR1 2AQ. (Telephone 01905 27525.  Email accesshub@onside-advocacy.org.uk ).
· Your local Citizens Advice Bureau.  The Evesham office is situated at 13 Port Street, Evesham WR11 3LD.  (Adviceline telephone 0808 278 7891).

The Health Service Ombudsman
Where your complaint has been considered by the Practice or any of the above bodies and you are not satisfied with the outcome or the way in which your complaint was handled, you have the right to refer your complaint to the Health Services Ombudsman.  The Ombudsman’s office will consider each case on its merits, but the complaint must be referred to them within 12 months of the completion of the local resolution process.

The Ombudsman will consider complaints about Hospitals, GPs, Dentists, Pharmacists or Opticians providing a local NHS service.
The address is:

The Parliamentary and Health Service Ombudsman,

Citygate

Mosley Street

Manchester

M2 3HQ

(Telephone 0345 015 4033).
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