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COMPLAINTS PROCEDURE
1. Patients are advised of ability to make complaints in our practice leaflet. If you have a complaint or concern about the service you have received, please let us know, so we can address such issues.
2. Patients can either write to the Practice Manager or approach the CCG with their complaint and ask the CCG to investigate. Patients can sometimes discuss the matter over the telephone, as often it is possible to resolve less serious complaints in this way.
3. If you complaint relates to another member of your family or for someone that you look after, we must ensure we keep strictly to medical confidentiality. In these cases, we may ask for permission to speak to you before responding to your concerns.
4. The Practice Manager will reply to any letter within 48 hours of receipt: either with a full reply or an acknowledgment if the matter needs more detailed investigation and/or to consult with other members of staff.

5. The Practice Manager will consult with other members of staff /GP’s if appropriate and will share the complaint with relevant people.  The Practice Manager is responsible for ensuring an appropriate written response is forwarded within 10 working days or as agreed should further time be required.

6. If you are not satisfied at this stage, we might suggest a formal face to face meeting within the surgery with the relevant staff/GP’s in attendance.
7. You will also be advised of your right to independent review as follows:
The Parliamentary and Health Service Ombudsman
Millbank Tower

Millbank

London

SW1P 4QP
Helpline:  
0345 015 4033
Email:

phso.enquiries@ombudsman.org.uk
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