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COMPLAINTS Policy
1.
Aim 

Health and social care staff work very hard to get the job right first time but, with busy services, mistakes can happen. But if services can get their response to these mistakes right, the people affected are less likely to be unhappy and future problems can be prevented. 

When a mistake has happened, it is important to acknowledge it, put things right quickly and learn from the experience. This has been highlighted in many reports on NHS and social care complaints. 

This policy aims to implement this intention.

2.
Background 

There is a clear need for services to get better at dealing with complaints. 

In 2006/07, the NHS and local authorities received over 150,000 complaints about health and social care services.1 In every case, those who complained should have felt confident that their complaint would be dealt with properly – in other words, that it would be handled efficiently and investigated thoroughly, and that they would be told the outcome. What’s more, if they were in any way ‘wronged’, they should have felt assured that things would be put right. 

Government policies, such as those outlined in the NHS Constitution,4 are already helping people understand their rights when it comes to making a complaint. However, this is not the only reason services need to get better at customer care. 

By listening to people about their experiences of health and social care services, managers can resolve mistakes faster, learn new ways to improve and prevent the same problems from happening in the future. In short, by dealing with complaints more effectively, services can get better, which will improve things for the people who use them as well as for the staff working in them. 

3.
Area for Implementation

The whole practice which provides or commissions NHS care 
4.
Organisational Accountability /Responsibilities 
The practice partnership has accountability for the policy which is managed by the Practice Manager
5.
Intended Users 
The first point of contact in the practice whether it comes by telephone or face to face in reception and a notification or indication of complaint is received.
6.
Definition

No definitions
7.
Equality Impact Statement
We welcome feedback on this policy/procedure/strategy and the way it operates.  We are interested to know of any possible or actual adverse impact that this policy/procedure may have on any groups in respect of gender or marital status, race, disability, sexual orientation, religion or belief, age, deprivation or other characteristics.
This policy has not yet been screened to determine equality relevance.  
8.
References and Associated Documentation
Department of Health; Listening, responding, improve: a guide to better customer care 2009 London
9.
FULL DETAIL OF POLICY (including results of impact and risk assessments)
The practice welcomes compliments, concerns or any other comments.  The practice has a suggestion box but we also have a more formal procedure.
Complaints Procedure

If you have a complaint or concern about the service you have received from the clinicians or any of the staff working in this practice, please let us know. We operate a practice complaints procedure which meets NHS criteria. 
How to complain

We hope that most problems can be sorted out easily and quickly, often at the time they arise and with the person concerned. If your problem cannot be sorted out in this way and you wish to make a complaint, we would like you to let us know as soon as possible.  This will enable us to establish what happened more easily.  If it is not possible to do that, please let us have details of your complaint:
· within 6 months of the incident that caused the problem; or

· within 6 months of discovering that you have a problem, provided this is within 12 months of the incident.
Written complaints should be addressed to the Practice Manager via your local surgery, or you may ask for an appointment with the Practice Manager to discuss your concerns. The discussion can be in person or on the telephone.  They will explain the complaints procedure and ensure that your concerns are dealt with promptly.  

What we shall do

We shall endeavour to acknowledge your complaint within 3 working days and aim to have looked into your complaint within 1 month of the date when you raised it with us.  We shall then be in a position to offer you an explanation, or a meeting with the people involved.  When we look into you complaint we will aim to:

· find out what happened 

· make it possible for you to discuss the problem with those concerned

· make sure you receive an appropriate response

· identify what we can do to make sure the problem doesn’t happen again
Complaining on behalf of someone else

Please note that we keep strictly to the rules of medical confidentiality.  If you are complaining on behalf of someone else, we have to know that you have their permission to do so.  A note signed by the person concerned will be needed, unless they are incapable (because of illness) of providing this.

Further Action

We hope that, if you have a problem, you will use our practice complaints procedure.  We believe this will give us the best chance of putting right whatever has gone wrong and an opportunity to improve our practice.  Those who are dissatisfied at the end of the local resolution stage may ask for a review by the independent Health Service Ombudsman.  Telephone 0345 015 4033 
Where another organisation is involved

There is a procedure set out in the Appendix which will be used if more than the practice is involved.

10.
Monitoring and Performance Management of the policy

Complaints and compliments are logged by the practice manager who maintains the register to ensure target response times are met.  There is an annual report which sets out
• the number of complaints received 

• the issues that these complaints raise 

• whether complaints have been upheld, and 

• the number of cases referred to an Ombudsman. 

The practice will also record any significant issues raised by complaints undertake a significant event analysis, record the lessons learnt and actions taken. The report is discussed by the practice staff and the patient group and any suggestions incorporated in the on-going policy. It is available on request.
11. UNSURE OF WHO TO COMPLAIN TO? 

We recognise that the NHS is incredibly complex, and it is not always easy to see where best to send your complaints. If you are unsure, please ask our local ICB who will direct your complaint to the right place 

The Patient Advice and Liaison Service (PALS) can support you in accessing the various procedures and advocacy bodies available.  
You can contact them by:
Telephone – 01246 512640 or 01246 513742  

Email: crhft.acs@nhs.net
Patient Advice & Liaison Service

** Assistance and Complaints

Chesterfield Royal Hospital

Calow

Chesterfield 

S44 5BL

If you require support because English is not your first language, please contact the above who will signpost you to the relevant interpretation service. 

12.
Support and Additional Contacts AND SUPPORT WITH MAKING YOUR COMPLAINT 
Derbyshire Mind
Tel : 01332 623 732

Email : triage@derbyshiremind.org.uk

13. You can also leave feedback and share your experience of health and social services in Derby and Derbyshire by contacting your local Healthwatch 

Tel : 01773 880 786

**address changed 08.05.2026
Complaints

Patient Information Leaflet

Procedure:

If you have a complaint or a concern about the service that you have received from the doctor or any member of staff working in the practice, please let us know.

How to Complain:
We hope that most problems can be sorted out quickly and easily when they arise. If this is not possible and you wish to make a complaint, we would like you to let us know as soon as possible, preferably by filling in the attached form.

Complaints should be addressed to the 
The Practice manager Elizabeth Birkin a The Friendly Family Surgery, Welbeck Road, Bolsover, Chesterfield S44 6DE

or alternatively to

NHS ENGLAND

PO BOX 16738

 REDDITCH

B97 9PT

What we will do:
We shall acknowledge your complaint within 3 working days and have an answer to you within 10 working days from when the complaint was raised.

Complaining on behalf of someone else:
If you are complaining on behalf of someone else, we will require proof that they have given permission for you to do so.

Complaining to the Health Authority:
We hope that if you have a problem, you will use our in house procedure as we believe that we can resolve issues quickly and it allows us the best chance to rectify matters as necessary. 

Nevertheless, if you remain dissatisfied with our response you have the right to ask the Health Service Commissioner to review your case.

In this case, the contact details are - Parliamentary & Health Service Ombudsman; ombudsman.org.uk/making-complaint
Complaints Form
Complainant’s Details:

Name:













Address:




































Date of Birth:








Patient Details (if different from above)






Name:













Address:




































Date of Birth:








Patient’s signature authorising complainant to act on their behalf: 





Details of complaint (including dates and times of events and names of persons involved if known)











































































































_____________________________
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________


Complainant’s Signature: 










        Date: 








Friendly Family Surgery

Complaints
We operate an in-house complaints procedure as directed by the NHS.

Our system meets the national criteria.

The Practice Manager - Elizabeth Birkin will be happy to help with any further information you may require.

We have a practice complaints leaflet giving details of our procedure which is available from reception.

Our aim is to provide you the highest possible standard of service and we try to deal swiftly with any problems that may occur.

Thank you
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