Corbridge Health Centre Complaints Procedure

Whilst we endeavour to ensure that patients are treated promptly, courteously and with appropriate care at all times, we do acknowledge that, occasionally, problems do occur and, in accordance with national guidelines, we operate a structured complaints procedure. The aim is to ensure a quick and amicable resolution to patients’ complaints – whichever area of their care is involved.

Timescales
Complaints should be made within 12 months of a particular event (or within 12 months of a patient realising that they have a cause for complaint). This time limit may be extended however, if there were good grounds for not making the complaint earlier. 
Informal Resolution
Minor complaints can be brought to the attention of any member of the practice team either verbally or in writing. All complaints will be treated in the strictest confidence and, privacy will be offered to discuss the problem with an appropriate person as a means of resolving the issue. This person could be the practice manager, a GP, nurse or senior member of the admin staff.
If the complaint can be resolved to the satisfaction of the complainant at this stage by means of a simple explanation or account of events this should be attempted. The discussion should then be summarised in writing by the team member and/or passed to the Practice Manager for information.

Formal Investigation
For serious complaints, where the complaint questions the clinical judgement or professional practice of a member of the medical staff (GPs or nurses), an informal resolution should not be attempted. The complaint should be summarised in writing and passed to the Practice Manager for a formal investigation of the events.

When an initial discussion on a more minor matter has failed to informally resolve the issue, a written summary of the discussion should be passed to the Practice Manager along with the written complaint (if made in writing) for formal investigation.
On receipt of the complaint, the practice manager will register the complaint by placing a copy in the complaints folder. She will then pass a copy to the most appropriate GP partner along with any other relevant information pertaining to the complaint.

The GP partner will then investigate the matter by discussing the issues with each member of the practice team who was involved. Where the investigation of the complaint involves the disclosure of information contained in a patient’s medical records to a person other than a GP or member of the practice staff, the consent of the patient will be obtained prior to the investigation.
If the complainant is not the patient involved then the complainant should obtain the patient’s consent before a formal investigation can take place.

The practice manager will, within 3 days of recording the complaint, acknowledge its receipt and provide the complainant with an explanation of the procedure being followed. This letter will include details of the Independent Complaints Advocacy Service run in the this area by Healthwatch Northumberland and, where complaint has been received by telephone, a summary of the issues being investigated.
Following the investigation, the GP partner/Practice Manager will write to the complainant with an account of his/her findings offering, where appropriate, an apology, an explanation or a justification for the event.

Should the complainant remain unsatisfied with the explanation, he/she will receive a letter from the practice providing details of the alternative routes for independent review via the Health Service Ombudsman. 
___________________________

Once resolved, complaints will be brought to the attention of the wider Primary Health Care Team via Significant Event Audit meetings so that any lessons learned, new systems required or changes to working practices can be communicated effectively to the whole team.
On a quarterly basis, a summary of all complaints received is sent to the User, Carer and Public Involvement team of Northumberland Care Trust for their statistics.
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