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Making a complaint

We understand that making acomplaint can be stressful at times, sowe
willdo our best to sort out any problem as quickly and efficiently as
possible. Most problemscan beresolved quite easily, often at thetime
theyarise and with the person(s) concerned and we ask you to try this first.

Where you are not ableto resolveyour complaintin this way and want to
make a formal complaint, you should do so as soon as possible afterthe
event, either verbally or in writing to any member of the practice team who
will pass this onto the practice manager. This will help us to work out what
happened moreeasily.

Any complaint should be made within 12 months oftheincident or within
12 months of discovering the problem, giving as much detailed
information asyou can.

If you are a registered patient you can make a complaint about your own
care. You cannot complain about someoneelse’s care without their
written consent. Inthe case of a child this willdepend upon the
circumstances and an older child may still need to give permission to
discuss events with you.

Allour staff want to give youthebest possible service every time. However
we know that sometimes things can gowrong. This may leaveyou feeling
like youwanttoraise a complaint. Ifthisisthecase, we wantto do our
very bestto ensurethe matteris resolved for you.

Raising aninformal complaint:

We may be able to deal with your complaint straightaway if you feel
comfortable discussingitinformally.

Inthefirstinstancewe would askyou to raise the complaint with Karen
Doolinwho can be contacted on 01706 390243.

This gives you the opportunityto get the matterresolved as quickly as
possiblewithout going through aformal process

How to raise aformal complaint:

If youwould liketo raise a formal complaint please do so as quickly as
possible.

Please send your complaint to the practice manager by completing this
form.

Please include:

* whatorwhoyouare complaining about

* whathappened andwhen

* whatyouwould liketo be doneto resolve your complaint
* yourcontact details

The practice manager will contact you within 3 working days. We will
ask you abouttheissueand agree the best way to investigatethe
complaint. Wewill give you timescales for a response. We may also
organise a meeting with the peopleinvolved to:

* find outwhat happened and whatwentwrong

* invite youtodiscusstheproblemwith thoseinvolved, ifyou
would like this

* apologisewherethisis appropriate

* identify what we can do to make surethat the problem does
not happen again
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Whatto expect yorkshirestreetsurgery.co.uk

gmicb-hmr.yorkshirestreetsurgery@nhs.net

We will generate a fullresponse as soon asis reasonably possible. We
will aim to acknowledge that we’ve received your complaint within 3
working days. Once we have received it, we will tryto clarify what’s
happened and why to see if there’s anything we can learn from this. After
afullinvestigation you will receive a written responseto your complaint
as soon as is reasonably possible.

However, please be advised our practice policy in line with current NHS
complaints guidance allows this to be upwards of 40 days.

Onoccasion, youwill be invited to attend the surgeryto discuss the
matter with the practice manager and, where appropriate, one or more of
the partnersifwe think this mayhelp us understand what happened.

Complaining on behalf of someone else

We keep to the strict rules of medical and personal confidentiality.

If youwish to make a complaint but are not the patient involved, we will
requirethewritten consent ofthe patient. Thisisto confirm that theyare
unhappywith their treatment and that we can deal with someoneelse
aboutit.

Please send your complaintto the practice manager by completing this
form. Wherethepatientis incapable of providing consent dueto illness
or accident, it may still be possibleto deal with the complaint. Please
providethe precise details of the circumstances which prevent thisin
your covering letter. Please notethat we are unableto discuss anyissue
relating to someone else without their express permission, which must be
in writing, unless the above circumstances apply.

Confidentiality

Allcomplaints must betreated in the strictest confidence.

Where the investigation of the complaint requires consideration ofthe patient’s
medical records, the practice manager mustinformthe patient or person acting
on his or her behalfif theinvestigation will involve disclosure ofinformation
contained in thoserecordsto apersonotherthanthe practice or an employee of
the practice.

The surgerymust keep a record of all complaints and copies of all
correspondencerelatingto complaints butsuch records mustbekept separate
fromthe patient’s medical records.

Thesurgeryhas an annual review of complaints received within theyear and the
learningissues or changes to procedures which have arisen are documented.

NHS GM Complaints

If you feel you are unable to make a complaint direct to the practiceyou can
always contact NHS GM complaintsvia

Email-nhsgm.patientservices@nhs.net

Phone - 0161 271 3980, 9am-4pm Monday-Friday (excluding Bank Holidays)
Post — NHS Greater Manchester, 4th Floor, Piccadilly Place, Manchester, M1
3BN.

Health service ombudsman

You also have theright to contact the Parliamentary and Health Service
Ombudsman.

You can call their customer helplineon 0345 015 4033 from 08:30 to 17:30,
Mondayto Friday, except bank holidays. Calls are charged at local or national
rates.

Oryou can send a text to their ‘call back’ service: 07624 81 , with your name
and mobile number.
For moreinformation n visit their w it
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