PRACTICE COMPLAINTS PROCEDURE

If you have a complaint or concern about the service you have received at the
surgery from a doctor or any other member of staff please let us know. We operate
a complaints procedure as part of the national NHS system for dealing with
complaints.

How to complain

We aim to sort out most problems easily and quickly, hopefully at the time they arise.
If your problem cannot be dealt with in this way and you wish to make a complaint
please let us know as soon as possible, as this will enable us to establish what has
happened more easily.

If it is not possible to do this, please let us have details of your complaint either:

» within 6 months of the incident or
» within 6 months of you discovering the problem, provided this is within
12 months of the incident.

Complaints should be addressed to Margaret Everitt, Practice Manager or to any of
the doctors. Alternatively, please ask for an appointment with Margaret in order to
discuss your concerns. She will explain the complaints procedure to you and ensure
that your concerns are dealt with promptly.

What the surgery will do

Under normal circumstances your complaint will be acknowledged in writing within 2
working days of receipt. We aim to have looked into your complaint within 10
working days of you raising it with us. At this stage we should be in a position to offer
you an explanation or offer you the chance to meet the person/s involved, should you
want this.

Our aims
When investigating your complaint we shall aim to

» Find out what happened and what went wrong;

= Make it possible for you to discuss the problem with the people involved, if
you would like this;

= Ensure that you receive an apology, where this is appropriate;

= |dentify what we can do to make sure the problem does not happen again.



Complaining on behalf of somebody else
Please note that we are obliged to keep to rules regarding patient confidentiality.

If you are complaining on behalf of someone else, please make this clear at the
outset.

We will need the patient’s signed permission to deal with the matter, unless they are
incapable because of illness to do this.

Complaining to the Primary Care Trust

We hope that if you have a problem with our service you will make use of our surgery
complaints system. We believe that this will give us the opportunity to improve our
service and give us the chance to put matters right.

This does not affect your right to approach the local Primary Care Trust if you feel
you cannot approach us.

In this event please contact: Patient Advice and Liaison Service Team
(PALS)
Write to the PALS team:
NHS Manchester PALS and Complaints Team
Higher Openshaw Primary Care Centre,
Room 3, 1st Floor
Ashton Old Road
Openshaw
Manchester
M11 1JG

Telephone: 0800 015 1462

Email PALS team:
complaints@manchester.nhs.uk

For further help and/or advice on patients’ rights within the NHS contact:

Manchester Community Health Council
77 Deansgate
Manchester 3

Telephone: 0161 832 8183

You may also wish to seek advice from the Independent Complaints Advocacy
Service (ICAS). They may be contacted on 0845 120 3735. Their service is free of
charge.


https://web.nhs.net/owa/redir.aspx?C=4e48d7d7e7414170a90ee30ffb2d78a9&URL=mailto%3acomplaints%40manchester.nhs.uk

PATIENTS RESIDING IN THE SALFORD AREA CAN CONTACT THE
FOLLOWING AGENCIES FOR FURTHER ADVICE:

Write to the PALS team:

NHS Salford PALS and Complaints Team
Customer Care Team

Salford Primary Care Trust

St James House

Pendleton Way

Salford

M6 5FW

Telephone: 0161 212 4832/4862

Email PALS team:
customercare@salford.nhs.uk



mailto:customercare@salford.nhs.uk

