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Policy

This practice is committed to providing a high quality, patient-focused service. Complaints and comments from patients are taken very seriously, as we want every patient to feel satisfied with the services we provide. The practice has a procedure for dealing with complaints, to ensure that every complaint is handled fairly and transparently. When handling complaints, the practice is committed to being fair to staff while seeking to resolve complaints promptly.

The practice complies with current NHS complaints procedures and with Outcome 17 of Guidance about Compliance: Essential Standards of Quality and Safety, published by the Care Quality Commission, which describes the requirements of the Health and Social Care Act 2008 (Regulated Activities) Regulations 2010 as they relate to complaints. 

All complaints will be dealt with by the practice in the first instance. If a complainant is dissatisfied with the response they receive, they then have the right to take their complaint to the Ombudsman for independent review.

Procedure

1.  Complaints will be accepted from:

a.  a patient

b.  a person acting on behalf of a patient with the patient's consent.
c.  a person acting on behalf of a patient where consent is not required.

2.  Complaints may be made:

a.  verbally in person

b.  verbally over the telephone

c.  by e-mail

d.  by letter.

3.  Complaints should be made within 12 months of the event that gave rise to the complaint, or within 12 months of the complainant becoming aware of it. Where a person could not reasonably have complained within this timescale, the practice will consider the complaint anyway.

4.  When a person raises a concern or complaint in the first instance, members of the team should:

a.  respond positively to the person.
b.  resolve the problem there and then if possible.
c.  explain that the practice has a procedure for handling complaints.
d.  ask the person if they wish to make a complaint using the practice procedure.

Where service users might lack the confidence or the capacity to make a complaint, staff should provide whatever help they require or help them to contact the advocacy service for our area:  POhWER telephone on 0300 456 2370. Email www.pohwer. Postal address PO Box 14043, BIRMINGHAM B6  9BL.
5.  If the person wishes to use the complaints procedure, the team member should:

a.  explain the procedure.
b.  take a note of the details of the complaint.
c.  check that the person is happy to make the complaint verbally or whether they wish to put    it in writing.
d.  pass the details of the complaint to the complaints lead.

6. The Practice Manager is the nominated complaints lead for the practice. All complaints should be directed to them in the first instance.

7. The complaints lead will acknowledge a written complaint within three working days of receipt. This acknowledgement may include the offer of a discussion to agree the investigation process and timescale.
8. When a person complains on behalf of a patient, before proceeding to investigate the complaint, it is necessary to:
a.  verify the person's identity.
b.  verify that the person has the patient's written consent.

9.  The complaints lead will investigate the complaint and may:

a.  speak with staff involved.
b. review any systems and processes involved and gather any relevant information that will assist a thorough investigation of the complaint.

c. discuss the response with involved staff and nominated partner where relevant before contacting the complainant.

d. For clinical issues, a GP partner will be consulted.

e. The handling of cross-boundary complaints must be coordinated between the organisations involved and the complaints should be given a coordinated response.
10.  Following agreement of the appropriate response, the practice manager for complaints will write to the complainant to explain the outcome of the investigation. If the complainant is not happy with the response, the complaints manager will advise them how to take their complaint to the next stage.

11.  The complaints Lead will keep a record of all complaints, responses and actions taken as a result of complaints.
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