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Dr Murray and Partners:

COMPLAINTS POLICY AND PROCEDURE

Introduction

The aim of the practice is to give patients the best service possible at all times, but there may be occasions when patients or their families wish to express dissatisfaction.  The purpose of this procedure is to ensure that any complaints are handled thoroughly without delay and to seek to satisfy the complainant whilst being fair and open to all those involved.  These procedures are in line with the National Health Service (Complaints) Regulations 2004.

Responsibilities

The Practice Director has the overall responsibility for the formal investigation of complaints, and is accountable for this to a nominated partner. The Practice Director or the nominated partner will sign off all final letters to complainants.

Definitions
For the purposes of this procedure, a complaint is defined as “An expression of dissatisfaction that requires a written or verbal response”,

Levels of Complaint

It is good practice, wherever possible, to sort out a problem at the time that it arises. All staff should feel that it is their role to try and solve a problem that falls within their sphere of responsibility, or undertake to take the details of the problem and the contact details for the person concerned and to pass on to the Associate Practice Manager. If the problem is serious and/or complicated, the Associate Practice Manager may request the complainant to express the problem in writing to make sure that all aspects of the problem are properly investigated. Alternatively, the Associate Practice Manager can record the details from the telephone conversation or face to face with the person concerned and gain the complainant’s confirmation of the issues to be addressed.
The Associate Practice Manager will acknowledge all complaints within 48 hours of receipt, explaining the practice’s complaints procedure and the likely timescale for a reply, and will log the complaint. 

Where it is a complaint about an administrative matter, the Associate Practice Manager will investigate the problem and attempt to resolve it for the patient. The Associate Practice Manager will prepare a formal response confirming action taken, for the Practice Director to review and sign.

Should this fail to resolve the problem, then the Associate Practice Manager or the complainant can refer the problem to the Practice Director for further consideration. 
Where the complaint is of a clinical nature, the Associate Practice Manager will acknowledge receipt of the complaint as above and will inform the complainant that the complaint will be considered by the partner who is nominated to investigate any clinical complaints. The APM will consult the nominated partner to establish a likely response timetable to inform the complainant. The APM will also give a copy of the complaint and acknowledgement to the Practice Director and any clinicians involved, so that they are aware of the complaint being investigated.
Investigation Timeframe

The Associate Practice Manager or nominated partner should normally have investigated the complaint and discussed the findings with the other partners concerned and the Practice Director within 10 working days. If there is any delay beyond this period, for example a key member of staff is absent, then the Associate Practice Manager will write to the complainant with the reason for the delay and give an anticipated date for concluding the investigation.  

Explanation to the complainant

The complainant will be offered an opportunity to discuss the findings of the investigation of the complaint with the appropriate person from within the practice e.g. nominated partner, other clinician, Associate Practice Manager or Practice Director, depending on the nature of the complaint. It would be normal practice for two people from the practice to meet any complainant.
A written summary of the complaint, its investigation and findings, any remedial action that is to be taken as a result of the complaint, or apology due to the complainant, will be sent to the complainant within 4 working days of the meeting with the complainant, or within 21 working days of the investigation being commenced where the complainant chooses not to take up the invitation to meet.

If the complainant requires assistance in making a complaint

If a complainant needs assistance in making a complaint, the PCT has nominated Christine Neal as Head of Hertfordshire’s NHS Complaints Support Service.  Her telephone number is 01707 369708, based at Charter House, Parkway, Welwyn Garden City, AL8 6JL.  An Independent Complaints Advocacy Service is also available to patients and clinical staff.  They are based at Hertlands House, Primett Road, Stevenage, SG1 3EE, and can be contacted on 0845 456 1082. (www.pohwer.net)

If the complainant remains dissatisfied with the handling or outcome of the complaint

If the complainant is not satisfied with the response from the practice, they have the right to request an Independent Review. This is undertaken by the Healthcare Commission, and the complainant has to register the complaint for Independent Review within six months of receipt of the practice’s final response. Complainants should be advised that the Healthcare Commission is an independent body established to promote improvements in healthcare through the assessment of the performance of those who provide services. 

The Healthcare Commission can be contacted on 0845 6013012 or in writing at:

Healthcare Commission, FREEPOST 18958, Complaints Investigation Team

Manchester, M1 9XZ. Their website address is www.healthcarecommission.org.uk

Confidentiality

The practice has a duty of confidentiality to individual patients. Where a complaint is raised on behalf of a patient, but not by the patient themselves, the patient’s written consent is required to investigate and respond to the complaint.

Implications for Staff Discipline

The procedure will not be used to apportion blame amongst staff and will therefore be separate from any disciplinary procedure. If information is gained during the investigation of a complaint, which indicates that a disciplinary investigation is needed, then that would take place as a separate procedure.

Complaints about Out-of- Hours services

Where a patient wishes to make a complaint about the out-of-hours service, this should be referred onto the Herts Urgent Care out-of-hours provider via:  Lorri Connors, Clinical Manager, Herts Urgent Care, Ascots Lane, Welwyn Garden City, Herts AL7 4HL.  Telephone number: 01707 385916.
If a written complaint is received about the out-of-hour service, the letter will be acknowledged by the Associate Practice Director and the complainant informed that the letter has been forwarded to Mel Gunstone at Herts Urgent Care, and a copy sent to Christine Neal, Head of Hertfordshire’s NHS Complaints Support Service, Charter House, Parkway, Welwyn Garden City, Herts AL8 6JL.

This procedure was reviewed in August 2009.  The next is due August 2010.
