MITCHAM FAMILY PRACTICE
Complain Procedure 

MAKING A COMPLAINT
The doctors and staff at this practice are committed to providing high quality healthcare and services to patients.

If you have a complaint or concern about the service you have received from the practice, please let us know.

We operate a complaints procedure as part of the NHS system for dealing with complaints. The practice complaint procedure meets national criteria.
For help making a complaint or to provide feedback, please see information at the link here

NHS England » Feedback and complaints about NHS services
There are two ways you can complain about NHS services:
1. Directly to the GP surgery), or 

2. Directly to the Commissioner of the service (e.g. South West London Integrated Care Board (SWLICB)):

· Telephone 0800 026 6082
· Email contactus@swlondon.nhs.uk
· Postal address: NHS South West London, 120 the Broadway, Wimbledon, London SW19 1RH 
You cannot complain to both. 
If you are unhappy with the local resolution from either your GP surgery, or the Commissioner, you can complain to the Parliamentary and Health Services Ombudsman (PHSO)
NHS complaints in England.
If you prefer, you can phone or write to the NHS Commissioner Team
By email to: contactus@swlondon.nhs.uk                   
If you are making a complaint, please state: ‘For the attention of the complaints team’ in the subject line.

By telephone: Tel: 0800 026 6082
Writing to them at: NHS Southwest London ICB, 120 the Broadway, London, SW19 1RH
MAKING A COMPLAINT TO THE PRACTICE 
It is best to tell a member of staff about any concerns or problems as soon as they arise, and we will try and sort them out.

If you wish to make a formal complaint, please let us know in writing the details of your complaint as soon as possible so we can find out what happened. It helps us if you can give us as full details as possible. You can use the complaint form from below or you can email practice manager on swlicb.mitchamfamilypractice@nhs.net 

You can also speak to the practice manager to discuss your concerns. She will explain the complaints procedure to you and make sure that your concerns are dealt with promptly.

You need to make your complaint within 12 months of the incident that caused the problem OR within 12 months of discovering that you have a problem relation to a specific incident.

WHAT WE WILL DO

We will contact you about your complaint within three working days and discuss with you the best way to investigate it, including the time scales for a reply. We will aim to offer you an explanation within ten days, or a meeting with the people involved.

We will investigate your complaint to: -
· Find out what happened and what went wrong.
· Invite you to discuss the problem with those involved, if necessary 

· Apologise where this is appropriate.

· Identify what we can do to make sure that the problem does not happen again.

COMPLAINING ON BEHALF OF SOMEONE ELSE

Medical records are protected by the Data Protection Act 1998. if you are complaining on behalf of someone else, we need to know that you have their permission to do so. A note signed by the person concerned will be needed unless they are incapable (i.e due to illness) of providing this.  

GETTING HELP

If you require any independent support with your complaint, you can contact the NHS Complaints Advocacy Service on 0300 330 5454, email on nhscomplaints@voiceability.org 

They can help to draft or write a letter can arrange interpreting or can accompany you to a meeting.
If you are not satisfied 

If you are not satisfied with the way we have dealt with your complaint, you can contact the Health Service Ombudsman on 0345 015 4033. The website is: https://www.ombudsman.org.uk/making-complaint
REMEMBER

· We want you to let us know if you are unhappy or have suggestion about how we can do things better.

· All complaints are treated in the strictest confidence.
· Making a complaint will not affect your treatment or care.
Mitcham Family Practice

Patient Complaint Form
PLEASE COMPLETE THIS FORM IN BLOCK CAPITALS                                  
Date……………
First name…………………………………………………………………… 

Family name……………………………………………………………………

Address…………………………………………………………………………………

Telephone………………………………………………………………………………....
Which area of your experience here today has given you caused to complain? 

Premises                        Clinical GP                           NURSE                                        

Communication/attitude

 Surgery Management                     Surgery Administration                     Other 

Please give a brief description of your complaint 

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………
……………………………………………………………………………………………… 

………………………………………………………………………………………………

What could we have done better? 

………………………………………………………………………………………………

………………………………………………………………………………………………

……………………………………………………………………………………………

How do you feel we might be able to achieve this? 

………………………………………………………………………………………………
……………………………………………………………………………………………… 

………………………………………………………………………………………………

Any other information that you feel may be relevant in this case? 

………………………………………………………………………………………………

………………………………………………………………………………………………

Thank you for your input. We will address your concerns and reply to your complaint within 10 working days from the date received. 
The NHS London requires information on the ethnicity of all complaints received in primary care. 
Please circle the appropriate code letter that most closely resembles your ethnic origin. 
White British A 

Irish B 

Other white C 

Mixed White & black Caribbean D 

White & black African E 

White & Asian F 

Other mixed G 

Asian or 
Asian British Indian H 

Pakistani J 

Bangladeshi K 

Other Asian L 

Black or 
Black British Black Caribbean M 

Black African N 

Other black P 

Other Chinese R 

Other ethnic category S 

Not stated
