PRACTICE COMPLAINTS PROCEDURE AT AVONSIDE HEALTH CENTRE

If you have a concern about the service that you have received from the doctor’s or staff working for this practice, please let us know.  We operate an informal in-house procedure as part of the NHS system to deal with complaints.

We are also very pleased to receive positive feedback and compliments about our work or the quality of health services you have received.

HOW TO COMPLAIN

We hope that most problems can be sorted out satisfactorily at the time they arise, and as a first step the practice manager will be happy to have a discussion with you. However if you wish to make a formal complaint we would like you to let us know as soon as possible.  You may set out your complaint in writing to the practice manager or send it by e-mail to practice.manager@avonsidehc.nhs.uk. If you require assistance please contact the practice manager who will be pleased to help you.  Your complaint should be sent as soon as possible.

Please note that the practice must adhere to the rule of medical confidentiality.  We cannot provide confidential information without the appropriate authority if you are not the patient in question.

WHAT WILL WE DO

Your complaint will be acknowledged within two working days and we will aim, depending on its nature, to have looked into and responded to the complaint within ten working days of receipt.  We will aim to find out what happened and where appropriate make sure that you receive an apology.  We will also try to identify what we can do to ensure that the problem does not arise again.

IF YOUR COMPLAINT IS NOT RESOLVED

We hope that our practice complaints procedure will enable us to deal with most problems and put things right quickly, however this does not affect your right to make a formal complaint to either:

NHS England

PO Box 16728

Redditch

B97 9PT

Telephone: 0300 311 2233

Email: england.contactus@nhs.net
OR
The Parliamentary and Health Services Ombudsman
Telephone 0345 015 4033

www.ombudsman.org.uk
OR

Coventry & Warwickshire Clinical Commissioning Group
SW CCG Complaints Team

C/O Arden CSU

Westgate House

Warwick
CV34 4DE
e-mail  - cwccg.contactus@nhs.net
