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PATIENT COMPLAINT PROCESS



If you are unhappy with the treatment or service you have received from the NHS you are entitled to make a complaint, have it considered and receive a timely and appropriate response from the NHS organisation concerned.  This process follows the NHS Complaints Procedure applicable in England.  

Any concerns you raise will be treated in strict confidence and investigated in a way that will not affect your care or treatment.  Complaints will be handled in an unbiased, non-judgmental, transparent and timely manner. 

The complaints process covers any matter related to NHS services provided by NHS organisations or primary care practitioners (GPs, dentists, opticians or pharmacists).  It also includes services funded by the NHS but delivered by private providers or overseas. 


WHO CAN COMPLAIN?

A complaint can be made by 

· The patient or person affected by the issue 
· Someone acting on their behalf, with written consent 
· A parent, guardian or carer if the patient is a child or lacks capacity 


WHAT IS THE TIME LIMIT FOR MAKING A COMPLAINT?

You should normally make your complaint within: 

· 12 months of the incident, or 
· 12 months of becoming aware of the issue 

This time limit may be waived if there are valid reasons for the delay. 


WHAT IF I AM TAKING LEGAL ACTION?

If you are pursuing legal action or have stated an intention to do so, this may affect whether the NHS complaints process can proceed at the same time. However, if your complaint includes elements not covered by legal proceedings, or if the legal case is concluded, you may still use the NHS complaints procedure


AT CHURCH STREET PARTNERSHIP

If you have a concern or are unhappy with any aspect of your care, we encourage you to speak with a member of our team as soon as possible, such as reception team, nurse or doctor in the first instance.  We aim to resolve issues quickly & informally wherever we can.

If you wish to raise your concerns more formally, please email us at css.managers@nhs.net. 
A member of the team will respond. 

Formal complaints will be dealt with by: 

· Clinical lead for complaints: Dr. Zohra Qureshi 
· Practice Manager:  Sarah Carter.

Once your complaint is received, we will contact you – typically by phone in the first instance – to discuss your concerns and agree on the next steps.  If you would prefer to communicate in writing only, please let us know.  

You will be informed of the expected timescale for a response.  Most complaints are resolved within three working days, but more complex cases may take longer. 


LOCAL RESOLUTION

In most cases, concerns are best resolved by raising them directly with the organisation providing the service – such as your GP surgery, dental practice or hospital.  This is often the quickest & most effective way to address an issue. 

If you feel unable to raise your complaint directly with the practice, or if your complaint relates to another NHS service outside of our control, you can contact the organization as outlined below: 

INDEPENDENT REVIEW – SECOND STAGE OF THE COMPLAINTS PROCESS

If you are dissatisfied with the outcome of your complaint after local resolution, you can escalate your concerns to the Parliamentary & Health Service Ombudsmen, who are independent of the NHS and Government, and can be contacted at: 

	Millbank Tower
Millbank
London
SW1P 4QP
	

Telephone: 	0345 015 4033
Website: 	www.ombudsman.org.uk
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