Westbury on Trym Practice


PRACTICE COMPLAINTS POLICY

INTRODUCTION

In line with new complaints procedures throughout the NHS, all practices have, by law, to establish a complaints procedure. It is essential that all personnel understand these procedures and can deal with any complaints received in the correct manner.

The Westbury on Trym Practice Aims to:
enable patients to express comments, suggestions and complaints to the practice when they feel dissatisfied with the service provided;

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.

In the event of a complaint, we aim to:
try to help the patient feel relaxed. It is important that he or she realises that the complaint will be dealt with professionally and sympathetically;

if the person is upset, angry or nervous, to remain calm and show  empathy;

give assurance that the procedure has been set up for our patients’ benefit and we regard responding to complaints as part of good management;

offer to take patient into a private area in the surgery to discuss the matter privately, if they so wish;

listen carefully to establish the facts.

We will take the following action:

1. Explain we have a practice complaints procedure and give the patient a complaints leaflet.

2. Invite the patient if they would like to see the Practice Manager or Reception Manager (if they are available), to discuss the matter. Alternatively, offer that either a manager or GP will telephone them at home if they would prefer.  

3. Inform the patient that they will receive an acknowledgement either by telephone or in writing within two working days.

4. Member(s) of staff involved will complete a Problem Report detailing the key issues involved, for the Practice Manager as soon as practicable. 

What we will do next:  

The Practice Manager will ensure that:
All complaints should receive a) an acknowledgement within 2 working days of receipt and b) a written response within 10 working days, giving an explanation. In the event that we are unable to provide a comprehensive response within this time frame, we will write to the patient informing him/her of this and provide reasons. 

If the complaint is being made on behalf of someone else, then a consent form must also be completed by the patient concerned.

Complainants are alternatively invited to discuss the matter in person. 

Patient Rights

We would very much hope that a complaint may be satisfactorily via the in-house complaints procedure. However, we accept that patients may still choose to take their complaint to the Primary Care Support Agency, who will conduct an independent assessment of all complaints received. The Complaints Advisory Team will decide to either:

a) refer the complaint back to the practice for further action, if it appears that the practice based procedure has not been exhausted  OR  arrange for a Conciliator to meet both or either parties to resolve the issue. 

b) set up an Independent Review panel to investigate the complaint;

c) take no further action where it is clear that everything that could be done has been done;

d) advise the person complaining of his or her right to approach the Ombudsman.

The Primary Healthcare Complaints Advisory Team are based at King Square House, King Square, Bristol, BS2 8EE. Tel:0117 9766600
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