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PRACTICE COMPLAINTS PROCEDURES
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CHURCH STREET PRACTICE

PRACTICE COMPLAINTS PROCEDURE

We always try to give the best service possible, but there may be occasions when you feel you wish to express dissatisfaction.  This leaflet explains what to do if you have a complaint about any of the services we provide or any of the staff working within in the practice.

We offer an in-house procedure to deal with your concerns, which we hope you will use to allow us to look into and if necessary, put right any problems you have identified or mistakes that have been made.  This procedure is unable to deal with matters of legal liability or compensation.

Please note that we have to respect our duty of medical confidentiality to patients.  If you are complaining on behalf of someone else we will need his or her permission.  A written consent will be required, unless that patient is not capable through age, physical or mental illness, of providing it.

Dr Paul Bryan, Senior Partner, has overall responsibility and accountability for management of complaints against the Practice and Mrs Sheila Dearman, Practice Manager, has responsibility for ensuring we comply with the statutory complaints arrangements, for investigating complaints and ensuring remedial action is taken in response to the outcomes of complaints.  
TO MAKE A COMPLAINT AGAINST THE PRACTICE please contact our Practice Manager, Mrs Sheila Dearman, who will take full details of your complaint and decide how 
best to undertake the investigation. You should expect an acknowledgement within two working days.  

We think it is important to deal with complaints swiftly, so we will aim to investigate and respond to your complaint within ten working days.  Occasionally there may be a slight delay, depending on the number of enquiries to be made, but we will keep you informed.

We will try to address your concerns fully, provide you with an explanation and apology where appropriate and discuss any action that may be needed so that you feel satisfied that we have dealt with the matter thoroughly.  However, if this is not the case and you wish to continue with your complaint we will direct you to the appropriate authorities. 

If you want independent help or guidance to assist you to make your complaint please contact ICAS (details overleaf), which offers a free and confidential service to anyone with a complaint about care or treatment from the NHS.

If you have a complaint particularly one that concerns more than one organisation, you may prefer to contact the Patient Advice and Liaison Service, PALS (details overleaf). PALS will offer advice and support to patients, their families and carers regarding access to local NHS services and help resolve concerns and sort out problems on your behalf. PALS acts independently when handling patient and family concerns, liaising with staff, managers and relevant organisations to negotiate immediate or prompt solutions.
