COMPLAINTS PROCEDURE
We are always pleased to receive suggestions for improving our services and we like getting compliments as well. We hope you will never have cause for serious complaint but if you do, we have a complaints procedure aimed at resolving your problem as quickly as we can. 

Angry, hurt, distressed?  Think that things should not have happened the way they did?

If something has gone wrong it is very important that we know about it.  We are all human and mistakes occur, we are also working in an often stressed situation with limited resources.

If we have made a mistake we need to know about it so that we can apologise, but also to make sure that we learn from our mistakes and prevent them from happening in the future.

We are sorry for your distress.  Please tell us what has happened.

Most people just tell one of the practice team about their problem and often we will just log it as a problem report and use it as a learning point.  However, if you feel that your problem is more serious or where you want to know exactly what happened we would ask you to complete our complaints form.  If this is difficult for you, ask to make an appointment with the Practice Manager who will take down the details for you.
1. As a patient, you have a right to complain about any aspect of the service with which you are less than satisfied, and the Practice has produced this Complaints Procedure to assist you through this.
2. Any complaint you wish to make can be accepted either in writing or verbally, and should preferably be addressed in either case to the Practice Manager. If you feel the doctor is the most appropriate person to approach, you are free to do so.
3. If your complaint is written, you will receive acknowledgment within three working days from receipt.
4. If your complaint is verbal, you will receive written acknowledgment within three working days, with a factual statement of what is perceived to be the complaint.
5. Any complaint you make will be investigated and you will receive a written report from the Practice as to the outcomes of the investigations and, where appropriate, the steps taken to ensure the situation does not recur.
6. We are happy to meet with you to go over the problem, normally within 10 days, and you are welcome to bring someone with you for support (a relation, friend or advocate).
7. Where other parties are involved, you will be kept informed as to the steps being taken to obtain their statements.
8. The Practice will strive to deal with complaints in a methodical and efficient manner in order to bring about an equitable conclusion. 

It is sincerely hoped that any complaint you have about the Practice can be dealt with by those responsible for ensuring patient care and delivery of services within the Practice, but there are times when you may feel this is inappropriate. You have the right, therefore to complain to North East London ICB who took over responsibility from NHS England for this as of 01/07/23.
North East London ICB contact information
Address:
Complaints Department
NHS North East London

4th Floor – Unex Tower

5 Station Street

London E15 1DA
Telephone:



020 8221 5750
Email:




nelondonicb.complaints@nhs.net
Website: 



northeastlondon.icb.nhs.uk
Support with your Complaint

NHS complaints advocacy is a free, independent service that can help

NHS Complaints Advocacy contact information

Address:



London IHCAS Advocacy Hub, 

Pohwer, 

Hertlands House

Primett Road, 

Stevenage,

Hertfordshire,
SG1 3EE
Telephone:



020 3553 5960
Email:




LondonIHCAS@pohwer.net
Website: 



www.pohwer.net
Complaining on Behalf of Somebody Else
We keep strictly to the rules of medical confidentiality (a separate leaflet giving more detail on confidentiality is available on request).  If you are not the patient, but are complaining on their behalf, you must have their permission to do so.  An authority signed by the person concerned will be needed, unless they are incapable (because of illness or infirmity) of providing this. Please ask the receptionist for A Third Party Consent Form.

Unhappy with the Outcome of your Complaint

If you are unhappy with the results of the complaints procedure you have the right to contact the Ombudsman.

Ombudsman Contact Information:

Address: 



The Parliamentary and Health Service Ombudsman
Millbank Tower
Millbank
London
SW1P 4QP

Tel: 




0345 015 4033

Fax: 




0300 061 4000

Email: 



phso.enquiries@ombudsman.org.uk

Website: 



www.ombudsman.org.uk
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