Market Street Medical Practice

Complaints Policy 

1. Purpose This policy outlines the procedure for handling complaints within the practice to ensure that all concerns are addressed promptly, fairly, and effectively.
2. Scope This policy applies to all patients, carers, and visitors to the practice, as well as all staff members involved in the handling of complaints.
3. Policy Statement The practice is committed to providing high-quality care and services. We recognise that there may be occasions when patients or their representatives feel dissatisfied with the service they have received. This policy aims to ensure that all complaints are handled in a consistent, transparent, and timely manner.
4. Making a Complaint 
4.1 Informal Complaints
· Patients are encouraged to raise any concerns or issues informally with a member of staff or the Practice Manager. Many issues can be resolved quickly and effectively at this stage.
4.2 Formal Complaints
· If the issue cannot be resolved informally, or if the patient prefers to make a formal complaint, they should do so in writing.
· Formal complaints should be addressed to the Practice Manager and include the patient's full name, contact details, and a detailed description of the complaint.
5. Acknowledgement and Investigation 
5.1 Acknowledgement
· The Practice Manager will acknowledge receipt of the complaint in writing within three working days.
· The acknowledgement will include an outline of the complaints procedure and an estimated timeframe for the investigation.
5.2 Investigation
· The Practice Manager will conduct a thorough investigation into the complaint, gathering all relevant information and speaking to any staff members involved.
· The investigation will be conducted impartially and confidentially.
6. Response to Complaint
· The Practice Manager will provide a written response to the complainant within 20 working days of receipt of the complaint.
· The response will include a summary of the investigation, the findings, and any actions taken to address the issues raised.
· If the investigation cannot be completed within 20 working days, the complainant will be informed of the delay and provided with a revised timeframe.
7. Further Action
· If the complainant is not satisfied with the response, they may request a review of the complaint by a senior partner or an independent reviewer.
· The complainant will also be informed of their right to escalate the complaint to the Parliamentary and Health Service Ombudsman (PHSO) if they remain dissatisfied.
8. Learning from Complaints
· The practice is committed to learning from complaints to improve the quality of care and services.
· All complaints will be reviewed regularly to identify any trends or areas for improvement.
· Lessons learned from complaints will be shared with staff and used to inform training and development.
9. Confidentiality
· All complaints will be handled with the utmost confidentiality. Information will only be shared on a need-to-know basis.
10. Review of Policy
· This policy will be reviewed every three years or sooner if there are changes in legislation or guidance.
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