RIVERSIDE SURGERY

Barnard Avenue, Brigg, DN20 8AS

HOW TO COMPLAIN OR COMPLIMENT
NHS staff aim to give the best possible care to patients but sometimes things go wrong.  The NHS Complaints Procedure was set up to use if you want to complain about the services or treatment you get from the NHS.

Alternatively, you may wish to get in touch with the providers of your NHS treatment in order to send a goodwill message or to offer thanks.

If you are unhappy with the treatment or service that you have received from the NHS you are entitled to make a complaint, have it considered, and receive a response from the NHS organisation or primary care practitioner concerned.

A complaint can be made by a patient or person affected or likely to be affected by the actions or decisions of a NHS organisation or primary care practitioner.  A complaint can also be made by someone acting on behalf of the patient or person, with their consent.
You should normally complain within 12 months of the event(s) concerned or within 12 months of becoming aware that you have something to complain about.  Primary care practitioners and complaints managers in NHS organisations have discretion to waive this time limit if there are good reasons why you could not complain earlier.

The first stage of the NHS complaints procedure is ‘Local Resolution’.  Your complaint can be made in the first instance to the organisation or primary care practitioner providing the service or alternatively you may choose to address the complaint directly to NHS North Lincolnshire. Local resolution aims to deal with and resolve complaints quickly and as close to the source of the complaint as possible using the most appropriate means.
You can raise your concerns immediately by speaking to a member of staff.  They may be able to resolve your concerns without the need to make a formal complaint.

If you do want to continue with your complaint you can do this orally or in writing (including email) to the primary care practitioner or the NHS organisation concerned.

The designated  ‘Responsible Person’ at Riverside Surgery is Dr JF Burscough, GP Partner.

The Complaints Manager at Riverside Surgery is:


Mr B C Austen


Practice Director


Riverside Surgery

Barnard Avenue

BRIGG DN20 8AS

Telephone: 01652 650131

Facsimile: 01652 651551

Email: brian.austen@nlpct.nhs.uk
NHS North Lincolnshire contact details are:

The Patient Advice and Liaison Service (PALS) 

NHS North Lincolnshire

Health Place

Wrawby Road

BRIGG

DN20 8GS

Telephone: 01652 251125

If you make a complaint orally a written record should be made by the Complaints Manager.

You should:

· Receive acknowledgement of your complaint within 3 working days

· Receive a full response from a primary care practitioner within a mutually agreed timeframe.  

· Be kept informed of progress. 

If you are unhappy with the response to your complaint you can ask The Parliamentary and Health Service Ombudsman for an ‘Independent Review’ of your case.  You can contact the Ombudsman as follows:

Complaints Helpline 0345 015 4033

Or email phso.enquiries@ombudsman.org.uk

Or fax us on 0300 061 4000

The Helpline is open 8:30am to 5:30pm Monday to Friday.

Or write to us at:

The Parliamentary and Health Service Ombudsman
Millbank Tower
Millbank
London
SW1P 4QP

Website: www.ombudsman.org.uk
B C Austen

Practice Director and Complaints Manager
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