COLINTON SURGERY - COMPLAINTS PROCEDURE


INFORMATION FOR PATIENTS
Introduction.  Colinton Surgery will do what ever it can to make sure you are given the best possible treatment.   Regrettably, sometimes things can go wrong.  The practice complaints procedure aims to give you a quick, but thorough, response to your concern about treatment.  

Who Can Complain?  Anyone who is receiving, or has received, treatment or services provided by the practice.  If you are unable to complain then someone else, usually a relative or friend can complain with your permission.  However, there are sometimes exceptions to this rule.

When Should I complain?  Please try to make your complaint as soon as possible after the event as, usually, we will only investigate complaints that are either:

Made within 6 months of the event, or

Made within 6 months of you realising you have reason to complain, providing that is not more than 12 months after the event itself

These time limits may be reconsidered if there are good reasons why you could not complain sooner.

Who Should I Complain To?  Your complaint should be addressed to our Practice Manager, David Trundle, telephone number 031 624 9078.  Your complaint will be acknowledged within 3 working days and we aim to respond fully to you within 10 days.  In many cases, it should be possible to sort out the problem straight away, although, in some cases, more time may be required.  If this is the case, you will be notified in writing.  However, If you would prefer to talk to someone who is not involved in your care, you can contact the Complaints Officer NHS Lothian Complaints Team on 0131 536 3370.
How do I complain?  The Practice Manager is willing to hear any complaint, but it is very strongly recommended that it is made in writing.  This is to ensure that he has all the full details about what occurred before dealing with it.  A written complaint will always receive a written reply.  It can be made by letter or on the form overleaf and can be handed in at reception or emailed to David.Trundle@lothian.scot.nhs.uk.

Who Do I Contact To Complain About Other NHS Services?

GP Out-of Hours/NHS 24 –  For advice and how to complain contact NHS 24 Patient Customer Relations Department on 0141 337 4501.
NHS Lothian services (including acute at WGH, RIE, REH and St Johns).  For advice and how to complain contact the NHS Lothian Complaints Team on 0131 563 3370. 
Scottish Ambulance Service – phone the General Manager on 0131 446 2600
What Do I Do If I Am Unhappy With The Reply?  If you are still dissatisfied after the practice complaints procedure has been exhausted you can ask the Scottish Public Services Ombudsman to investigate your case.  The Ombudsman is completely independent of both the NHS and Government.  The Ombudsman is not obliged to investigate every complaint put to him/her, and generally she will not look into matters which have not first been through the practice complaints procedure, or a case which is being dealt with by the courts.  If you want advice on whether to ask her to investigate, you can write to or phone him/her office.

Scottish Public Services Ombudsman             Phone:     0800 377 7330  Fax: 0800 377 7331
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