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Complaints Policy and Procedure
If you have a complaint or concern about the service you have received from the doctors or any of the staff working in this Practice, or about the service provided by a deputising doctor working on behalf of the Practice, please let us know. We are always keen to improve our medical service and welcome suggestions verbally or in writing for consideration by the Management.

We operate a practice complaints procedure as part of a NHS system for dealing with complaints. Our complaints system meets national criteria and consists of the following steps
Are you able to raise the matter with the person concerned by informal discussion? If so please do this. It can always be escalated if not resolved to your satisfaction.
If not the next step is to raise the concern with our Practice Manager Sarah Haider. This can be either in writing or via email nelondonicb.contacthaiderian@nhs.net
We will acknowledge your complaint within five working days and we aim to have investigated and reported on your complaint within twenty working days.
If we expect it to take longer we will explain the reason for the delay and tell you when we expect to finish. When we look into your complaint, we will investigate the circumstances and/or make it possible for you to discuss the problem with those concerned; make sure you receive an apology if this is appropriate, and take steps to make sure any identified problem does not arise again.

We will then be in a position to offer you an explanation or arrange a meeting with the people involved. If a meeting is required, occasionally this part of the process might be delayed but we will keep you informed of this throughout. You may bring a friend or relative to any meeting arranged as an advocate. After the meeting we would write to you with an explanation and how we intend to respond to the issues raised.

If we are unable to resolve your complaint you can ask the Parliamentary and Health Service Ombudsman (PHSO) to review your complaint and how it has been handled.

They can be contacted at:
 

NHS England

PO Box 16738

Redditch B97 9PT 

Tel: 0300 311 2233

Email: england.contactus@nhs.net
If using email ensure that you state: ‘For the attention of the complaints manager’ in the subject line.

If you remain dissatisfied with responses to your complaint, you also have the right to ask the Parliamentary and Health Service Ombudsman to review your case. The Ombudsman is an independent body established to promote improvements in healthcare through the assessment of the performance of those who provide the service.

 

P & HS Ombudsman

Millbank Tower

Millbank

London SW1P 4QP 

Tel: 0345 015 4033

Fax: 0300 061 4000

Email:  phso.enquiries@ombudsman.org.uk

 

Our Pledge to You

Our promise to our patients is to listen carefully, investigate and learn from any comment or complaint that they raise with us. We strive always to investigate thoroughly, impartially and to resolve any dispute with honesty, fairness and sensitivity. 

Striving to attain and benchmark best practice is particularly important in the health care sector because of the nature and personal impact of the services provided. Comments, complaints and feedback from patients, their families, clinicians, staff and any other source are an integral part of our quality procedures, providing input to our virtuous circle of continuous learning and improvement. 

Most comments and complaints can be resolved at the individual level, enabling rapid response in terms of communication and, where appropriate, improvements in the way in which services and care are delivered. In all cases investigations include relevant procedural checks to assure conformity with quality standards and protocols. 

Even those comments and complaints resolved at a local level can be reported sideways or upwards, anonymously, in order to augment learning and risk management throughout the NHS.

Finally please be assured that we fervently adhere to the tenet that all patients will be treated equally, fairly and without any discrimination and that making a complaint will not prejudice your treatment at this surgery. 
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