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INTRODUCTION

As from 1st April 1996, NHS complaints procedures were fundamentally changed.  These changes particularly affected primary care contractors since, from that date, there was a “terms of service” requirement for practitioners to have in place practice-based complaints procedures complying with minimum national criteria.

The attached complaints procedure was drawn up with the assistance of the NHS
Executive publication “Practice-based Complaints Procedures” and suggestions from  

Leicestershire Health’s guide and model procedure document.    

PRACTICE -BASED COMPLAINTS PROCEDURE

OBJECTIVES

We aim to provide an effective complaints system that will provide a way of handling day-to-day comments, suggestions and complaints that will be accepted and understood by all staff.  The procedure can be easily reviewed to ensure the system is simple, patient friendly.  Accessible ,impartial,  fair and effective in helping to make changes and to improve the service.




The system will be publicised to patients by means of a notice in our waiting room and at 



our branch surgeries, included in our practice booklet and on our practice website.  



We will ensure that patients are satisfied that their concerns have been dealt with 




seriously and promptly.  A record will be kept of all comments, suggestions and 




complaints received.  These will be analysed and reported on regularly.

It is also hoped that the system will help develop the interpersonal skills of practice staff.  

RESPONSIBILITY

All staff are responsible for ensuring that patients who want to make a comment, suggestion or complaint are able to do so, and refer anyone wishing to do so to the Practice Manager

The Practice manager will:

1.
Listen and talk to anyone wishing to make a comment, suggestion or complaint

2.
Discuss the matter with whoever is involved within the practice.

3.
Ensure that a response is sent to the person concerned, if the matter cannot be 
settled immediately.

4.
Keep a record of all remarks, comments, suggestions and complaints.

5.
Analyse the records quarterly and make a report to the doctors.

6.
Arrange conciliation meetings (including those requiring an independent 
conciliator) where necessary.

7.
Act as conciliator at conciliation meetings.

Dr. W M Turner, Senior Partner, will:

1.
Be available to help staff if a very serious or difficult problem arises.

2.
Check all letters of response.

3.
Ensure a decision is taken on any action necessary.

4.
Act as conciliator at conciliation meetings.

5.
Ensure that complaints are reviewed and discussed in Clinical Governance meetings

STANDARDS FOR OUR SCHEME

If a complaint cannot be resolved immediately, we will acknowledge it within 2 working days.

We will investigate a complaint and give a response within 10 days wherever possible (this may not always be possible when people are away on annual/sick leave).

REVIEW
We will review the record of complaints every 3 months.

We will review the working of the scheme including consumer audit after 6 months.

If necessary, we will arrange for external review of the system

Plan meetings between doctors and staff to review operation and effectiveness of the system

PROCEDURE

The member of staff a person first approaches with the comment, suggestion or complaint should acknowledge the person and listen.  He or she would invite the person to see the practice manager.  If the person does not wish to do so, but wishes his/her comment or suggestion to be recorded without discussion, the member of staff should complete a  Complaint form (Appendix D). If appropriate the details should be taken down with the patient in private.  Complaints resolved there and then are the most likely or increase the complainants satisfaction with services.

If it is more appropriate for the person to see the practice manager, the practice manager will see the person in private, by appointment if necessary.  The practice manager will complete further details on the Complaint form, including the conclusion agreed with the patient.

At this stage the complainant will be informed of the role of the Primary Care Trust in helping them to complain if a detailed investigation is necessary.

The complainant should be informed that should they remain dissatisfied with the practice complaint procedure and wish to pursue their complaint with the Primary Care Trust, that there are strict time limits for making a formal complaint.  A written complaint has to be received by the Practice within 6 months of the date of the incident that caused the problem or within 6 months of the date of discovering the problem, provided that is within 12 months of the incident.    
If the matter cannot be resolved immediately a letter of acknowledgment will be sent within 48 hours, and a full response sent within 10 days of the patient’s first contact with the practice wherever possible.  The practice manager will discuss the matter with the relevant person in the practice before preparing the response.  The letter to the patient will state what they can do if they are not satisfied including contact for further advice or an independent review.

If the matter is complex or particularly serious, the practice manager will refer the matter to the named doctor to ensure the most appropriate channel is used and the patient will be kept informed of progress.

If necessary the named Doctor with discuss the matter with the Primary Care Trust and/or the LMC Secretary for advice and information.

Where the complainant is not satisfied that the matter has been resolved and the complainant agrees, the practice manager will arrange for consultation and/or for the case to be referred to the Primary Care Trust.

CONCILIATION

Conciliation will be offered to a complainant who remains dissatisfied with the verbal or written response given or where further information and advice is necessary.  Conciliation aims to restore the patient - doctor relationship and will therefore involve the doctor or other practice team member in the complaint, the complainant and the conciliator.

The conciliator will be the named doctor or practice manager who has agreed to act as conciliator for the practice.

Where an independent conciliator is deemed necessary the Primary Care Trust’s Informal Complaints Procedure Conciliators will act as independent conciliators for general practice.  To arrange a meeting with the Primary Care Trust’s Conciliators the practice manager will contact the Primary Care Trust who will assist in the necessary arrangements.

Following a conciliation meeting the complainant should be contacted to determine whether or not they are satisfied with the outcome of the meeting.  The complainant should be advised of their option to contact the Primary Care Trust if they remain dissatisfied

APPENDIX A

NOTICE FOR WAITING AREA

BURBAGE SURGERY

INFORMATION FOR PATIENTS

The doctors and staff at this surgery operate a practice complaints procedure as part of the NHS system for dealing with complaints.  This procedure meets national criteria.

Our Practice Manager, Donna Gilbert, will give you further information.  Our practice complaints leaflet gives details of the procedure and is available from reception.

Our aim is to give our patients the highest possible standard of service and we will try to deal promptly with any problems that may occur.

Please help us to help you.  
DR W M TURNER AND PARTNERS
PATIENT INFORMATION LEAFLET

PRACTICE COMPLAINTS PROCEDURE

If you have a complaint or concern about the service you have received from the doctors or any of the staff working at this practice, please let us know.  We operate a practice complaints procedure as part of a NHS system for dealing with complaints.  Our complaints system meets national criteria.

HOW TO COMPLAIN

We hope 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 - ideally, within a matter of days or at most a few weeks. - because 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.

Complaints should be addressed to Donna Gilbert, Practice Manager or to any of the doctors. It will be great help if you are as specific as possible about your complaint.

WHAT SHALL WE DO

We shall acknowledge your complaint within two working days and aim to look into your complaint within ten working days 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 your complaint, we shall aim to:


Find out what happened and what went wrong;


Make it possible for you to discuss the problem with those concerned, if you 
would like this;


Make sure you receive an apology, where this is appropriate;


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.

COMPLAINING TO NHS LEICESTERSHIRE
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.  But this does not affect your right to approach the local trust, if you feel you cannot raise your complaint with us or you are dissatisfied with the result of our investigation.  You should contact the NHS Leicestershire County and Rutland Complaints Manager at the following address:

Complaints Department,
NHS Leicestershire County and Rutland
St John’s House

30 East Street

Leicester

LE1 6NB
Telephone: 0116 295 7011
APPENDIX C

Please send report marked

PERSONAL IN CONFIDENCE

To:



Donna Gilbert
Practice Manager

or



Dr. W M Turner 
Senior Partner

FROM:      ....................................................................................................................................

Signed

................................................
Date
................................................................
Name of person experiencing problem:
…….................................................................................
Address:
........................................................................................................................................
...............................................................................  Tel:
................................................................
Name of person reporting problem:
....................................................................................................
(if different from above)

Address:
........................................................................................................................................

..............................................................................
Tel:
................................................................

PROBLEM REPORTED:










(continue overleaf if required)


Date problem arose:  ...............................................
Date reported to practice: ...................................

Action:
 ..........................................................................................................................................................

Outcome: ................................................................................................................................................

APPENDIX D

    COMPLAINT FORM

Complainant’s Details

Name 
..........................................................................................................................................................

.....................................................................................................................................................................

Patient’s Details (where different from above)

Name
.........................................................................................................................................................

Address
.............................................................................................................................................

....................................................................................................................................................................

Date of Birth 
...................................................................
Usual doctor ....................................................

Details of complaint (including date(s) of events and persons involved)

Complainant’s signature: ..........................................................
Date: .....................................................

 Consent Form

Where the complainant is not the patient:

I
……………………………………………………………………… (Patient’s Name)



authorise the complaint set out overleaf to be made on my behalf by

…………………………………………………………………………………………. (Name)

and I agree that the practice may disclose to
…………………………………………………………………………………………   (Name)
(only in so far as is necessary to answer the complaint) confidential information about me which
 I provided to them:

Patient’s signature
...................................................................  Date ................................................
Name and address
..............................................................................................................................
..................................................................................................................................................................
     APPENDIX E

ACKNOWLEDGEMENT LETTER 1

Date

Dear (complainant’s name)

Thank you for your letter of (date)

I am sorry that you are not happy with the service provided by the practice.  I am looking 

In to the points you have made as a matter of urgency and shall be in touch with you with 

a full response as soon as I am able.

Please do contact me again in the meantime if I can help you.

Yours sincerely

Donna Gilbert
Practice Manager

APPENDIX F

ACKNOWLEDGEMENT LETTER 2

Date

Dear (complainant’s name)

Thank you for your letter dated (Date).

I am sorry to learn that you encountered some difficulty when you saw (name) on (date)

and I am looking into the points you have made.  Unfortunately, the person concerned is

away from the practice at the moment but once (s)he returns, I shall follow up your 

complaint as a matter of urgency and come back to you with a full response as soon as I

am  able.

Please do contact me again in the meantime if I can help you.

Yours sincerely

Donna Gilbert 
Practice Manager

APPENDIX G

ACTION/SUMMARY SHEET

	Complainant:


	Patient’s GP

	Patient (f different)


	GP(s)/Staff Member(s) involved



	Address:


	

	
	

	
	


Date complaint received: .................................................................................. telephone/in person/letter

Date acknowledged ...................................................................................................................................

Brief details of complaint:

Meeting held (date): .................................................................

Letter of explanation sent (date) :..............................................

Brief details of response:

Investigation completed within 10 working days?:  Yes/No

Reason why, if not:

APPENDIX H

INTERVIEW SHEET

Date:

Name or person interviewed:

Address:

Name of interviewer:

Comments:

Content agreed with person interviewed

Signed ......................................................................................................... (Interviewee)

 APPENDIX I

       QUESTIONNAIRE

Dear

It is now a month since we had our last contact with you about the complaint you made

on (date).  We are keen to monitor the complaints procedure and should be grateful if 

you would complete and return the questionnaire on the reverse of this letter.

Thank you for your co-operation.

Yours sincerely

.....................................................................................................................................................................
(Reverse of letter)

PRACTICE COMPLAINTS PROCEDURE






very easy
easy
    not very easy       difficult

1. Once you had decided to make

 a complaint how easy was it to

find out how to go about it?

..............
........
     ................
         ...........

2.  How did we handle your complaint in terms of:

Listening to you ......................................................................................................................

..................................................................................................................................................

Dealing with it promptly ..........................................................................................................

....................................................................................................................................................

The final response .....................................................................................................................

.....................................................................................................................................................

Do you have any other comments?

Thank you. 

APPENDIX J

GUIDANCE FOR STAFF

COMPLAINTS, COMMENTS AND SUGGESTIONS

Introduction

In line with the introduction of new complaints procedures throughout the NHS, we are

introducing our own practice-based system for dealing with patient’s complaints.  We shall be working with the whole practice to put together a practice-based complaints system that suits our practice and meets the nationally agreed criteria for practice complaints systems.

Handling complaints can lead to greater satisfaction and improved services for patients.  At the same time we are aware that, for the practice, dealing with complaints can at times be stressful and difficult.  This is why we believe that a good system for dealing with complaints, supported by all practice staff, is very important.  Everyone working in the practice needs to understand the procedure.

Comments and suggestions are valuable too.  Patients often have good ideas about ways of improving things that we are too close to the work to see for ourselves.

It is much better that we deal with comments, suggestions and complaints within the practice rather than allowing a grumble to turn into something that has to be investigated by the health authority.

Preventing complaints

Occasionally, you may even be able to prevent a complaint.  Foe example, if during or after your contact with a patient, you think he or she is dissatisfied with the service provided, please either complete a problem report (copy enclosed) or explain what has happened as soon as you can to the Practice Manager who administers the complaints procedure.  This will allow the Practice Manager to contact the patient, if appropriate before he or she decides to make a complaint.

Objectives

The objectives of our system are to enable patients to express comments, suggestions and complaints to the practice when they feel dissatisfied with the service provided.  We also aim to provide patients with an explanation of what has happened, where appropriate, an apology, and an assurance that we have taken steps to prevent the problem recurring where this is possible.

Contact with people who make a complaint

Whilst the Practice Manager will be responsible for administering the complaints system, any member of the team may find he or she is the first point of contact for someone who wishes to complain.  All members of staff should be familiar with the content of the practice complaints leaflet.

Dealing with people who are distressed or angry is not easy - first contact in these situations is very important.  Points to remember are:

Help the person feel relaxed.  It is important that he or she realises that the complaint will be dealt with professionally and sympathetically.

Give the impression that the procedure we have set up is for patients’ benefit and that we regard responding to complaints as part of good management.

Offer a private place in which to talk about the problem.

If the person is upset, angry or nervous, be calm yourself.  Do not be antagonistic - try to empathise.

Listen carefully in order to establish the facts.

Suggest that he or she sees the Practice Manager at the practice or arrange an appointment.  Alternatively you may suggest that the Practice Manager will telephone or call on him or her at home to discuss the problem, if he or she would prefer.

Always give the person a copy of the practice complaints leaflet.

Make a detailed and dated note of what the patient says and your response, if not during the meeting, immediately afterwards.

Do not offer any explanation at this stage, as the matter has yet to be investigated.

After the initial contact with the person complaining, you must pass on the details of the complaint to the Practice Manager without delay.  We have to send a written acknowledgement within two working days.  Do not investigate the complaint any further yourself - the Practice Manager will then make contact with the person complaining.  The Practice Manager will investigate the complaint fully, arranging a meeting with those involved, if appropriate.  He or she will then send a response to the person complaining within 10 working days.  Any subsequent queries from the complainant should be referred directly to the Practice Manager.

Review meetings

We shall look back periodically to see what people have complained about or commented on, whether complaints have led to improvement in patient services, or whether there is further action we should take.  We shall also review the way the complaints system itself is working. We welcome comments from staff on the operation of the system at any time.

Reviewed and changed October 2023
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