
	CONTACTING THE CARE QUALITY COMMISSION
If you have a genuine concern about a staff member or regulated activity carried on by this Practice then you can contact the Care Quality Commission on 03000 616161, or alternatively visit the following website: http://www.cqc.org.uk
NHS England has high expectations of quality in all that it does. We hope to resolve any problems without resort to this formal process, but where a complaint is felt necessary, we will do everything we can to respond
NHS ENGLAND
NHS England

PO Box 16738, Redditch

B97 9PT

Tel: 03003112233
E.MAIL: england.contactus@nhs.net
INDEPENDENT COMPLAINTS AND ADVOCACY SERVICE (ICAS)

ICAS is a national service that supports people who want to make a complaint about their NHS Care or treatment. Details of your local ICAS are previously noted or use  Web Address Below:

http://www.pohwer.net/how_we_can_help/icas_providers.html
OMBUDSMAN

As a last resort, if you are not happy with the response from this practice, you can refer your complaint to the Parliamentary and Health Service Ombudsman who investigates complaints about the NHS in England. You can call the Ombudsman’s Complaints Helpline on Tel: 0345 015 4033 or Website: http://www.ombudsman.org.uk or 
e.mail: phso.enquiries@ombudsman.org.uk
Textphone (Minicom): 0300 061 4298


	

COMPLAINTS FORM

Name:___________________________________

Address:___________________________________________________________________________

_________________________________________

Telephone:________________________________

Date of complaint / comment:________________

Details:__________________________________

________________________________________

________________________________________

________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

SIGNED____________________________________


	[image: image1.png]





Complaints  Leaflet




	HOW TO COMPLAIN

Most problems can be sorted out quickly and easily, often at the time they arise with the person concerned and this may be the approach you try first.
Where you are not able to resolve your complaint in this way and wish to make a formal complaint you should do so, preferably in writing or by speaking to the ’Practice Manager’  as soon as possible after the event and ideally within a few days, as this helps us to establish what happened more easily. In any event, this should be:

· Within 6 months of the incident, or
· Within 6 months of you discovering that you have a complaint giving as much detail as you can, provided it is within 12 months.

If you are a registered patient you can complain about your own care. You are unable to complain about someone else’s treatment without their written authority. See the separate section in this leaflet.
We are able to provide you with a separate
complaints form to register your complaint and this includes a third-party authority form to enable a complaint to be made by someone else. Please ask at reception for this. You can provide this in your own format providing this covers all the necessary aspects.
Send your written complaint to:

HR Manager / Operational Manager
The Village Surgery

The Hub, Shiners Way
DE55 2AA

WHAT WE DO NEXT
We look to settle complaints as soon as possible.
We will acknowledge receipt within three working days, outlining the plan of action, taking your complaint into consideration, and aim to have investigated the matter within 30 working days, however this is subject to change depending on the investigation and evidence needed to gather. We will write to you further should we need an extend the time frame. 

You may then receive a formal reply in writing, or you may be invited to meet with the person(s) concerned to attempt to resolve the issue. 
When looking into a complaint we attempt to see what happened and why, to see if there is something we can learn from this, and make it possible for you to discuss the issue with those involved if you would like to do so.
 

Where your complaint involves more than one organisation (e.g. social services) we will liaise with that organisation so that you receive one coordinated reply. We may need your consent to do this. Where your complaint has been sent initially to an incorrect organisation, we may seek your consent to forward this to the correct person to deal with.
The final response letter will include details of the result of your complaint and your right to escalate the matter further if you remain dissatisfied with the response.






	COMPLAINING ON BEHALF OF SOMEONE ELSE

Please note that THE VILLAGE SURGERY keeps strictly to the rules of medical confidentiality. If you are complaining on behalf of someone else, the practice needs to know that you have their permission to do so. A note signed by the person concerned will be required unless they are incapable of providing this due to illness or disability.

We may still need to correspond direct with the patient, or may be able to deal direct with the third party, but this depends on the wording of the consent provided.

COMPLAINING TO OTHER AUTHORITIES

The practice management team hope that if you have a problem you will use the Practice Complaints Procedure. However, if you feel you cannot raise your complaint with us, or you are dissatisfied with the response received from us, you can contact any of the following  bodies:

Patient Advisory Liaison Service (PALS) address as follows:

PALS provide a confidential service designed to help patients get the most from the NHS. PALS can tell you more about the NHS complaints procedure and may be able to help you resolve your complaint informally. Details of your local PALS office are previously noted or use the Web Address Below:

http://www.pals.nhs.uk/officemapsearch.aspx
NHS Derby City, Cardinal Square
10 Nottingham Rd, Derby
DE1 3QT

Pals contact details: Freephone 08000323235

Independent Complaints and Advocacy Service (ICAS) for Your Area

Christopher Cargill House, 

21-23 Pelham Road, 

Nottingham, 

NG5 1AP 

Tel: 0808 802 3000   Fax: 0115 962 6930 
E: nottinghamicas@carersfederation.co.uk 


The Village Surgery


The Hub


Shiners Way


Derbyshire


DE55 2AA


Tel: 01773 811469





The Village Surgery


108 Victoria Road


Pinxton


Nottinghamshire


NG16 6NH. 


Tel: 01773 810207












