                     COMPLAINTS

The In-house complaints procedure is designed to provide properly authorised complainants with an explanation of the circumstances surrounding an adverse event. It cannot address questions of negligence or compensation. If the partnership considers the complaints procedure is not appropriate in a particular case, the practice manager will advise how the complaint may be pursued through other channels e.g. PCT or solicitor.

· Goals of the in-house complaints procedure 

· How to complain 

· What we will do 

· Complaining on behalf of someone else 

· Complaining to the PCT

·  Complaining to the PALS 

· Examples of letters used in complaints procedure 

Notes for practice members about handling a complaint
· The initial contact 

· Support 

· Response to the patient 



The goals of the in-house procedure are to provide:

· A clear explanation. 

· An apology where appropriate. 

· Reassurance that steps will be taken to prevent the same thing happening again. 

Care must be taken to ensure patient confidentiality at all times. If you have any complaint or concern about the service that you have received from the doctors or staff working at Long Lane Centre, please let us know. We operate a practice complaints procedure as part of the NHS complaints system for dealing with complaints. This procedure meets the national 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] - 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 the date of discovering that you have a problem, providing that it is within 12 months of the incident. 

What we will do

We will acknowledge your complaint within two working days and aim to have looked into your complaint within ten working days of the date you raised it with us. We will then be in a position to offer an explanation or a meeting with the people involved. When we look into your complaint, we 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 does not 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 his or her permission to do so. A note signed by the person concerned will be needed, unless they are incapable (because of illness) of signing this.

Complaining to the PCT 

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. However, this does not affect your right to approach the health authority if you feel that you cannot raise your complaint with us or you are dissatisfied with the result of our investigation. You should contact the complaints manager for further advice (Tel:0151 234 1319). 



Examples of letters used in complaints procedure

Acknowledgement letter 1

	Dear *
Thank you for bringing to our attention the problem of * in your letter of *.
I am sorry that you encountered some difficulty with the service provided by. Long Lane medical centre. I am looking into 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

 Tracy Lynch Practice Manager


 

Acknowledgement letter 2

	Dear *
Thank you for bringing to our attention the problem of * in your letter of *.
I am sorry that you encountered some difficulty with the service provided by, Long Lane Medical Centre when you saw * on *. I am looking into the points you have made. Unfortunately, * is away from the practice at the moment, but once he/she returns I shall follow up your complaint as a matter of urgency and will contact 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

Tracy Lynch Practice manager



Complaint audit questionnaire 

	Dear *


It is now a month since we last had contact with you about the complaint you made on *. We are keen to monitor the complaints procedure and should be grateful if you would complete and return the questionnaire below.
Yours sincerely


 Tracy Lynch Practice manager


 

Questionnaire used after the complaint has been dealt with 

	· Once you had decided to make a complaint, how easy was it to find out how to go about it? 

            Very easy / Easy / Not very easy / Difficult

· 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. Please return this questionnaire to  Tracy Lynch at the surgery. 


 Complainant's details

	 

Name:

Contact telephone no:

Address:

 

Patient's details (if different from above)

 

Name:

Date of birth:

Address:

Summary of complaint (i.e.: What is it that you wish to complain about?)
Full details of complaint

 

Date:

 

Time:

 

Place:

 

Identify member(s) of the practice:

Full description of events (i.e.: The facts and surrounding circumstances giving rise to your complaint)
Complainant's signature:
Date:

When the complainant is not the patient

I, ------------ , hereby authorise the above complaint to be made on my behalf by ------------ , and I agree that members of the practice staff or doctors may disclose (in so far only as it is necessary to do so to answer the complaint) confidential information about me which I provided to them.
Patient's signature:
Date:




Notes for practice members about handling a complaint

The initial contact

· Help the person feel relaxed: smile, introduce yourself and use his/her name. 

· Keep calm yourself. 

· Offer a calm private environment in which to discuss the problem. 

· Listen carefully to the patient's perspective; empathise. 

· Establish the facts, and be sure you understand what is really being complained about. 

· Take time to consider response: do not offer an explanation until the problem has been looked into. 

The interview

· Set aside sufficient time to assess the problem. 

· Express regret if appropriate. 

· Keep detailed notes of the interview on the Standard interview form. 

· Perhaps complete the patient's Complaints Form with them, and give them a copy. 

· Provide the patient with a copy of the Complaints: Patient Information leaflet, and explain the process. 

· Highlight the issue of confidentiality. 

· If appropriate, provide details of the  Patient Advice and Liaison Services,-- the availability of conciliation services via the Health Authority and the Time limits for complaints. 

· Give some idea of possible outcomes so that the patient has realistic expectations. 

	 
 PERSONAL IN CONFIDENCE
  
To:
 
[ ] Tracy Lynch  Practice Manager

From:


Date:
Person experiencing problem:
 
Address:
 
 
 
Person reporting problem (if different from above):
Address:
 
  
PROBLEM REPORTED
 
 
 
  
 
 
Date problem arose:
 
Date reported to practice:
  
How was the situation left?
 
 
  
Action:
 
 
 Outcome:
 


 

· Practice notified of complaint, directed at once to Practice Manager. 

· Practice Manager establishes contact with complainant as soon as practicable (preferably verbally). This should occur within 2 working days, and may be in the form of Acknowledgement letter 1 or Acknowledgement letter 2 

· If complainant is amenable to immediate resolution via meeting with practice staff or doctor, Practice Manager arranges meeting. If not, Practice Manager provides complainant with patient information leaflet and arranges for patient to complete complaints form. 

· Practice Manager may provide assistance to complainant in identifying clearly the nature and extent of the complaint using the complaints form. 

· Investigator appointed: Practice Manager for administrative matters, normally the current chairperson of partnership for clinical matters. 

· Investigator discusses complaint with complainant (provided no problems of confidentiality arise) to ensure complainant's case is fully understood, using the standard interview form. 

· Investigator makes a factual report to the partnership. 

· Investigator makes arrangements to address the complaint with the complainant within 10 working days of the complaint: 

· A clear written explanation is provided (which may be a copy of a factual report or letter), usually in the form of the written response to a complaint protocol, or a meeting is arranged between the complainant and the people involved, if agreed. 

· An apology is given, where appropriate. 

· Appropriate expression of sympathy. 

· A protocol is instigated to prevent recurrence of the problem, if appropriate. 

· Consider discussion with defence organisation if appropriate. 

· Feedback is invited from the complainant via the complaints audit questionnaire after one month. 

The outcome of the complaint, lessons learned and protocols derived from the complaint are disused in the partnership. The process and outcome of the complaint is recorded in the complaints folder. Support for the person who has been complained about is important. It may be possible to prevent a complaint: complete a problem report at the earliest opportunity. This will allow Tracy Lynch to contact the patient, if appropriate.

	Date:
 
Name of person interviewed:


 
Address:
 
 


 
Name of interviewer:
 
 


 
Comments:
 
 
 
 
 
 
 
 
Content agreed with person interviewed
 
 
Signed (interviewee): 
 


  

Support

Any member of the team who is complained about should receive support from the person nominated to administer the practice procedure. Ensure that the person is made aware of the complaint as soon as possible, but think carefully about timing: eg it would not be helpful to be told of a complaint immediately before or during a surgery.

Response to the patient

This should normally include:

· A summary of the complaint. 

· An explanation of the Practice's view of events. 

· An apology, where appropriate. 

· The outcome of any meeting. 

· Details of what has been done to prevent the recurrence of the incident, where appropriate. 

· A complaints audit questionnaire is provided for the patient. 

It may be that it is determined that the practice member acted reasonably, and if so this should be communicated to the patient, at the same time recognising the patient's feelings. Health authorities normally expect complaints to be made:

· Within 6 months of the incident or 

· Within 6 months of the date of discovering the incident, providing that it is within 12 months of the incident

