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HOW TO COMPLAIN
All complaints should be directed to the complaints manager, which is the Practice Manager.

Informal Complaint
If you have a complaint about the Practice, we hope this can be resolved informally by inviting you to discuss the complaint with the Patient Services Lead in a quiet and confidential manner.  Details of the complaint will be discussed with you and if possible and where appropriate a way forward will be agreed, and the matter deemed closed.  If we are unable to resolve your complaint informally you will be invited to take the matter into the formal complaint’s procedure (see below).

Formal Complaint
If we are unable to resolve your complaint to your satisfaction through the informal complaint process or if you wish to immediately make your complaint formal, please complete the complaint form attached or write directly to the Practice providing as much information about your complaint as possible.
We will provide an acknowledgement to your complaint, in writing within three working days after the complaint is received.  We will then fully investigate your complaint and respond in writing with the outcome within 40 working days.

TIMESCALES
Please report any complaints to us, either informally or formally as soon as possible to allow us to resolve any issues in a timely manner.  If this is not possible then complaints should be made 12 months from the occurrence giving rise to the complaint or 12 months from the time that you become aware of the matter you wish to complain about.  If these timescales have passed, please speak to the complaints manager so consideration can be taken as to if it is feasible to investigate the complaint fairly and effectively, due to the time passed.

SUPPORT MAKING A COMPLAINT

· POhWER – a charity that helps people to be involved in decisions being made about their care. POhWER’s support centre can be contacted via 0300 456 2370

· Advocacy People – gives advocacy support. Call 0330 440 9000 for advice or text 80800 starting the message with PEOPLE

· Age UK – may have advocates in the area. Visit their website or call 0800 055 6112

· Local councils can offer support in helping the complainant to find an advocacy service. 

· South West Advocacy Network (SWAN) – free, confidential advocacy support by calling 0333 344 7928 or by email at somerset@swanadvocacy.org.uk 

· Patient Advice and Liaison Service (PALS) – offers confidential advice, support and information on health-related matters.  PALS can be contacted on 0800 0851 067 or by email at somicb.pals@nhs.net 

The PHSO provides several more advocates within its webpage titled Getting advice and support.


OTHER WAYS TO COMPLAIN
We would like to encourage you to follow the Practice’s Complaints procedure but if you wish to complain directly to Somerset ICB you can contact their Complaints Team on 08000 851 067.  Alternatively, you can email them at somicb.pals@nhs.net or writing to: 
FREEPOST RRKL-XKSC-ACSG
PALS
NHS Somerset
Yeovil
BA22 8HR
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THE PARK MEDICAL PARTNERSHIP

COMPLAINT FORM
(Complainants are not required to use this form. A letter detailing their complaint and all relevant events is sufficient) 
Details of person making the complaint:

Name…………………………………………………………………………………

Address………………………………………………………………………………

Date of birth………………………………………………………………………….

Contact telephone number…………………………………………………………

Patient’s details (if different from above):

Name…………………………………………………………………………………

Address………………………………………………………………………………

Date of birth………………………………………………………………………….

Contact telephone number…………………………………………………………


Details of complaint:

Date………………… Time………………… Place……………………………….

Identify member(s) of Practice if appropriate:……………………………….......

Full description of events:
…………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

Signature (of person making the complaint) …………………………… Date………………………………..

Where the person making the complaint is not the patient

I…………………….. authorise the above complaint to be made on my behalf and I agree that members of the practice staff may disclose (in so far only as it is necessary to do so to answer the complaint) confidential information about me to the person named above.

Patient’s signature………………………………….  Date………………………………..
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