Drs Craven & Czepulkowski

Complaints Procedure

The Complainant

Complaints can be made by current or former patients or their nominated representatives.

It will not be assumed that someone complaining on behalf of a patient has the authority to do so. The investigation of a complaint does not remove the need to respect a patient’s right to confidentiality. Patient’s over the age of 16, whose mental capacity is unimpaired should normally complain themselves. A child under the age of 16 who is competent may also make their own complaint.

If someone other than the patient makes a complaint the practice will ensure they have the authority to do so and will ask for written authority from the patient for the person to act on their behalf. (see appendix 1)

Time Limits

A complaint should normally be made within six months of the event concerned or, if the complainant was not aware there was cause for complaint within 12 months of the event giving rise to the complaint. GPs and complaints managers have discretion to extend the time limit if the complainant has suffered particular distress or trauma that prevented them bringing the complaint earlier, and provided that it is still possible to investigate the facts of the case.

There are also time limits at each stage of the complaints procedure, both for notification of a complaint and responding to one. These are explained in the separate guides to each stage.

Complaints Procedure

The first stage of the NHS complaints procedure is “Local resolution”. Your complaint should be made in the first instance to the practice. Local resolution aims to resolve complaints quickly and as close to the source of complaint as possible using the most appropriate means.

You can raise your concerns immediately by speaking to either the practice manager of a doctor. They may be able to resolve your concerns without the need to make a more formal complaint.

However if you do wish to continue with your complaint you can do so verbally or by writing to the Practice manager or Doctor. If you make you complaint verbally a written record will be made by the complaints manager 

Local Resolution – resolution within the practice 

If you are dissatisfied with the service you have received you can either put your complaint in writing or discuss it with the practice manager, who is available Monday to Friday. Should the practice manager not be available your contact details will be taken by reception and she will contact you as soon as possible.

Your complaint will be acknowledged in within 3 working days.

On receipt of your complaint you will be offered the opportunity to discuss the matter with the practice manager, or if the complaint is in regards to a clinical issue with a GP of your choice.

The complaint will be investigated after the initial discussion and a written response sent, normally  within 10 working days. You will be kept informed of the progress of your complaint at all stages and a written explanation given if the matter cannot be resolved within 10 working days.

Independent Review

Care Quality Commission (CQC)

Care Quality Commission

Citygate

Gallowgate

Newcastle Upon Tyne

NE1 4PA

Tel 03000 616161

Email enquiries@cqc.org.uk
The Health Service Ombudsman

If you remain unhappy after local resolution and independent review then you can complain to the Health Service Ombudsman. The Ombudsman is completely independent of both the NHS and government. You can contact the Ombudsman at:

Millbank Tower

Millbank

London

SW1P 4QP

Tel 0845 015 4033

e-mail OHSC.Enquiries@ombudsman.gsi.gov.uk
Website www.ombudsman.org.uk
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Consent  to represent in respect of a complaint

Complainant

Surname

Forename

Date of birth

Address

I give my consent for the person named below to represent me in relation to my complaint. I do/do not give my permission for you to discuss my medical records with them.

Surname

Forename

Complainant’s signature

Date

