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PRACTICE COMPLAINTS PROCEDURE
We endeavour to give you the best service possible at all times. However if you have a complaint or concern about the service you have received, please let us know.  We operate a complaints procedure as part of the NHS complaints system which meets national criteria.

How to complain

We hope that most problems can be dealt with as they arise and with the person concerned. However if your problem cannot be sorted out in this way and you wish to make a complaint please let us know as soon as possible.

A complaint should be made within 12 months of an incident occurring or within 12 months of you discovering that you have a problem. The 12 month limit may be waived at the Practice’s discretion, if there were good reasons for not making the complaint within the time limit.

Please address your complaint in writing to the Practice Manager who will make sure that we deal with your concerns promptly and correctly. You should be as specific and concise as possible when dealing with your concerns.

Complaining on Behalf of Someone Else

We adhere strictly to the rules of medical confidentiality.  If you are not the patient, but are complaining on their behalf, you must have their permission to do so.  An authority signed by the person concerned will be needed, unless they are incapable (through illness or infirmity) of providing this.

Our Response
We will acknowledge your complaint within 3 working days and aim to have it fully investigated in the timeliest manner following this. If we expect it to take longer we will explain the reason for the delay.  When we look into your complaint we will investigate the circumstances, make it possible for you to discuss the problem with those concerned, and if appropriate, ensure you receive an apology. We will take steps to ensure the problem does not arise again.

You will receive a final letter setting out how the complaint was considered, the results of any practice investigations and the conclusions reached.

Advice

Since April 1 2013, individual local authorities have a statutory duty to commission independent advocacy services to provide support for people making, or thinking of making, a complaint about their NHS care or treatment.   
See attached list for services available to you should you feel you need to complain.

For help and support on making a claim

Independent Complaints Advocacy Service   (ICAS)

Address

The Community Enterprise Centre

Cottingham Road

HULL HU5 2DH

Tel:  0808 802 3000

Email – hullicas@carersfederation.co.uk
Patient Advice and Liaison Service  (PALS)

Address

Patient Relations

Health House

Grange Park Lane

Willerby

East Yorkshire HU10 6DT

Tel: 01482 672047

Email – ERYCCG.complaintsandconcerns@nhs.net
NHS Commissioning Board

Address

POBox 16738

Redditch

B97 9PT

Email -  England.contactus@nhs.net.   Please write “For the attention of the Complaints Manager” in the subject line.

Taking it Further

If you remain dissatisfied with the outcome you may refer the matter to:

The Parliamentary and Health Service Ombudsman

Millbank Tower

Millbank

London SW1P 4QP

Tel: 0345 015 4033

www.ombudsman.org.uk

