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COMPLAINTS PROCEDURE PROTOCOL

At Westrop Medical Practice we aim to provide a high level of service to all our patients.  Unfortunately there may be occasions when we fall short of these intentions.  We welcome feedback in these circumstances, and are always keen to learn and develop our service based on patient experience.  If you would like to make a complaint about any aspect of your care at the Surgery you can do so using any of the following methods:

· Orally to the Practice Manager when available

· In writing using the attached form or via letter
· Electronically via email to Practice email address
You should make your complaint within 12 months of an incident happening.  However this 12 month limit does not apply if there were good reasons for not making the complaint within the time limit.  Also if despite the delay it is still possible to investigate matters effectively and fairly a complaint can be made outside this time scale.

If you are not the patient, but complaining on their behalf, you must have their permission to do so. An authority signed by the person concerned will be needed, unless they are incapable (through illness or infirmity) of providing this. A third party consent form is provided at the end of this protocol.
Within Westrop Medical Practice the following personnel are responsible for dealing with complaints:

Complaints for Highworth, Blunsdon, Hermitage and Tadpole:

Dr Simon Stacey, Partner and complaints lead
Paul Miles, Highworth Operations Manager
Emma Bint, Hermitage Operations Manager

Alison Stork, Tadpole Operations Manager 
Complaints for Taw Hill Practice:

Dr Christine Anota, Partner

Terry Walker, Operations manager
Whenever possible your complaint will be acknowledged within 7 working days in writing. We aim to investigate your complaint and respond fully within 30 days, and will update you if there are reasons why this will take longer. 
If you would prefer not to speak to the practice regarding your complaint, you can contact NHS England on 0300 3112233 or via email on England,contactus@nhs.net (please ensure you put in the subject line “for the attention of the complaint’s manager”).
If you are unhappy with the outcome of the complaint, or your complaint is not resolved within 6 months you have the right to ask the Parliamentary and Health Service Ombudsman to undertake an independent investigation of your complaint.
You can contact them by calling: 
0345 015 4033 or visiting 
www.ombudsman.org.uk/make-a-complaint
If you wish to make a complaint to Westrop Medical Practice please complete the attached form and pass it to a member of the Reception Team who will ensure that Operations Manager receives it. Alternatively if you would like to speak to the Operations Mangaer directly please ask at Reception for an appointment.

For a full copy of our complaints policy please visit our practice website: 

https://www.westropmedicalpractice.nhs.uk/  - or ask at reception for a printed copy.

WESTROP MEDICAL PRACTICE: COMPLAINT FORM
Patient Full Name:

Date of Birth:

Address:
Registered surgery name:
Complaint details: (Include dates, times, and names of practice personnel, if known)

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

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

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

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

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

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

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

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

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

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

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

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

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

SIGNED………………………………….Print name…………………………(Continue overleaf if necessary)

WESTROP MEDICAL PRACTICE

PATIENT THIRD-PARTY CONSENT 

PATIENT'S NAME:



______________________________________________

TELEPHONE NUMBER:
______________________________________________

ADDRESS:


______________________________________________





______________________________________________

ENQUIRER / COMPLAINANT NAME: _______________________________________
TELEPHONE NUMBER:
______________________________________________

ADDRESS:


______________________________________________





______________________________________________

IF YOU ARE COMPLAINING ON BEHALF OF A PATIENT OR YOUR COMPLAINT OR ENQUIRY INVOLVES THE MEDICAL CARE OF A PATIENT THEN THE CONSENT OF THE PATIENT WILL BE REQUIRED. PLEASE OBTAIN THE PATIENT’S SIGNED CONSENT BELOW.

I fully consent to my Doctor releasing information to, and discussing my care and medical records with the person named above in relation to this complaint only, and I wish this person to complain on my behalf.

This authority is for an indefinite period / for a limited period only (delete as appropriate)

Where a limited period applies, this authority is valid until…………………….. (insert date) 

Signed: ………………………………………. (Patient only)

Date: …………………………………………..

Westrop Medical Practice - Complaints Procedure (Reviewed October 2022) 


