Mitcham Family Practice Complaints Procedure
MAKING A COMPLAINT
The doctors and staff at Mitcham Family Practice are committed to providing high-quality healthcare and services to all our patients.
If you have a complaint or concern about the care or service you have received from the practice, please let us know. We take all complaints seriously and use feedback to help us review and improve our services.
You can make a complaint by:
1. Completing a Practice Complaints Form, available from reception; or
1. Sending your complaint by email to: swlicb.mitchamfamilypractice@nhs.net
You can also ask to speak to the Practice Manager if you would like to discuss your concerns.

HOW TO COMPLAIN
It is best to let us know about any concerns or problems as soon as they arise, so that we can try to resolve them promptly. If you wish to make a complaint, please provide as much information as possible via the routes above. This should include relevant dates, the people involved and details of what happened.
You can ask to have a call with the Practice Manager to discuss your concerns. They will explain the complaints procedure and make sure your complaint is dealt with appropriately.
Time limit for making a complaint
Complaints should normally be made within 12 months of the incident that caused the problem, or within 12 months of the date when you became aware of the problem.
In certain circumstances, this time limit may be extended where there is a good reason for the delay and it is still possible to carry out a fair investigation.

WHAT WE WILL DO
We will acknowledge your complaint and, where appropriate, offer to discuss how your complaint will be handled.
We aim to acknowledge complaints within 3 working days and discuss with you the issues raised, how the complaint will be investigated and the expected timescale for a response. NHS complaints guidance states that the timescale for completing an investigation depends on the nature and complexity of the complaint, and patients should be kept informed throughout the process.
We will:
1. Find out what happened and what went wrong.
1. Review the relevant information and records.
1. Invite you to discuss the problem with those involved, where appropriate and if you would like this.
1. Provide an explanation and apologise where appropriate.
1. Identify what we can do to prevent the same problem from happening again.
1. Use learning from complaints to improve our services.


COMPLAINING ON BEHALF OF SOMEONE ELSE
If you are making a complaint on behalf of another person, we will normally need their permission for you to act on their behalf and for relevant information to be shared with you. This is because medical records and personal information are protected under the UK General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018.
Where the person is unable to provide consent, for example because they lack capacity, we will consider the circumstances and explain what information or authority may be required.

COMPLAINING TO NHS SOUTHWEST LONDON ICB
You can make your complaint directly to the NHS Southwest London Integrated Care Board (ICB) if you prefer. The ICB accepts complaints about primary care services, including GP practices.
By telephone - 0800 026 6082
By email - contactus@swlondon.nhs.uk
By post - 
NHS South West London
2nd Floor
120 The Broadway, London. SW19 1RH
The ICB advises that complaints should normally be made within one year of the event or when you became aware of the issue.

GETTING INDEPENDENT HELP
If you would like independent support with making a complaint about NHS care, VoiceAbility provides NHS complaints advocacy. An advocate can help you understand the complaints process, identify the issues you wish to raise, write your complaint and understand the response you receive.
VoiceAbility
Telephone: 0300 303 1660
Email: helpline@voiceability.org
VoiceAbility's current contact information confirms that its helpline is open Monday to Friday, 9am-5pm.

IF YOU ARE NOT SATISFIED
If you are unhappy with the way your complaint has been handled or with the final response, you can contact the Parliamentary and Health Service Ombudsman (PHSO) for an independent review.
The NHS Southwest London ICB confirms that patients who remain unhappy with its response can contact the Parliamentary and Health Service Ombudsman. Further information can be found on the PHSO website: www.ombudsman.org.uk/making-complaint 

REMEMBER
· We want you to let us know if you are unhappy or have suggestions about how we can improve our services. Your feedback helps us learn and improve the services we provide. 
· All complaints are treated confidentially and in accordance with relevant data protection requirements. Making a complaint will not affect your treatment or care. 
· A complaint can be made verbally, in writing, or via email. If you need help or require reasonable adjustments to make a complaint, please let us know. 
Complaints Form
MAKING A COMPLAINT
The doctors and staff at Mitcham Family Practice are committed to providing high-quality healthcare and services to all our patients.
If you have a complaint or concern about the care or service you have received from the practice, please let us know. We take all complaints seriously and use feedback to help us review and improve our services.
You can make a complaint by:
· Completing a Practice Complaints Form below or
· Sending your complaint by email to:   swlicb.mitchamfamilypractice@nhs.net
You can also ask to speak to the Practice Manager if you would like to discuss your concerns.
PLEASE COMPLETE THIS FORM IN BLOCK CAPITALS
Date: ______________________________________
First Name: ___________________Family Name: _________________________________
Address: ____________________________________
Telephone: ______________________                   Email: ________________________

WHICH AREA OF YOUR EXPERIENCE HAS GIVEN YOU CAUSE TO COMPLAIN?
Please tick the area(s) that apply:
☐ Premises   ☐ Clinical Care    ☐ Communication / Attitude    ☐ Practice Management
☐ Practice 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





WHAT HAPPENS NEXT?
Thank you for taking the time to provide your feedback. We will acknowledge your complaint and discuss with you how your complaint will be investigated and the expected timescale for a response.
We aim to acknowledge complaints within 3 working days. The time required to investigate and respond will depend on the nature and complexity of the complaint. We will keep you informed if there are any changes to the expected timescale.
Making a complaint will not affect your treatment or care.

ETHNICITY
The NHS collects information about the ethnicity of complaints received in primary care. This information helps the NHS monitor and understand complaints across different groups.
Please tick the option that most closely describes your ethnic background:
White
☐ A – British         		 ☐ B – Irish        		  ☐ C – Any other White background
Mixed / Multiple ethnic groups
☐ D – White and Black Caribbean		 ☐ E – White and Black African      ☐ F – White and Asian
☐ G – Any other Mixed / Multiple ethnic background
Asian / Asian British
☐ H – Indian 	    ☐ J – Pakistani 		 ☐ K – Bangladeshi 	  ☐ L – Any other Asian background
Black / African / Caribbean / Black British
☐ M – Caribbean  	☐ N – African  	     ☐ P – Any other Black, African or Caribbean background
Other ethnic group
☐ R – Chinese  		  ☐ S – Any other ethnic group
Not stated
☐ Prefer not to say / Not stated
Thank you for your feedback and taking the time to complete this form.
