Oriel Surgery

Complaints Procedure
The Practice have a very open policy on the handling of complaints. We endeavour to resolve complaints at source as often this is the best outcome for both the Practice and the Patient. Oriel Surgery will work closely with patients to find an

early resolution to complaints. Every opportunity will be taken to resolve

complaints as close to the source as possible, through discussion and

negotiation. 
Where possible, complaints will be dealt with immediately. Where this is not possible, local resolution should be completed within 20 working days of receipt of a complaint.

Local procedures will  be easily accessible, open, fair, flexible and

conciliatory and would encourage communication on all sides. This will
include a well-defined process for investigating and resolving complaints.
Complainants must be advised of their right to refer their complaint to the NI

Commissioner for Complaints (the Ombudsman) if they remain dissatisfied

with the outcome of the complaints procedure.
If a complaint arises on site the patient is invited to make the complaint in person, whether it relates to any of the services we provide or the individuals providing them. In the first instance they are referred to Karen Logue, Practice Manager or Roisin Stewart, Deputy Practice Manager. They will be happy to advise the person making the complaint how to proceed with the complaint or aim to solve the problem straight away.

However patients can also write to either of the above or fill in a complaints form, available at reception. (attached)
Investigating Patient complaints
When a complaint is received from a patient, it will be dealt with as quickly and effectively as possible.

We aim to solve simple complaints within 24 hours and if the patient is satisfied with the response, no formal written response will be given unless particularly requested.

If the complaint is received in writing, we acknowledge receipt within 3 working days and let the patient know when the likely timescale for completion of any investigations will be. We aim to provide a full response in writing within 10 working days.

However, some complaints are complex and the investigations may take a little longer than normal. If this happens, we will always let the patient know the timescale for the response and the reasons for the delay.

Sometimes a complaint can highlight ways in which we improve our service. In such cases, we will tell the patient of any action we intend to take.

If at any stage the person making the complaint feels that a meeting will be helpful to discuss the complaint, this may be requested and will be facilitated.
Alternatively, the complainant has the right to lodge his/her complaint

with the HSC Board’s Complaints Manager if he/she does not feel able to

approach immediate staff.
Where requested, the HSC Board will act as “honest broker” in the

resolution of a complaint. The objective for the HSC Board should be,

wherever possible, to restore the trust between the patient and the

practitioner/practice staff. This will involve an element of mediation on the part

of the HSC Board or the offer of conciliation services where they are

appropriate. The HSC Board’s Complaints Manager should seek - with the

complainant’s agreement - to involve the FPS Complaints Manager as much

as possible in resolving the issues. The HSC Board’s Complaints Manager is

also available to practice staff for support and advice.

The new process recognises that there will be times when local resolution will

fail. Where this happens the complainant will be advised of their right to refer

their complaint to the NI Commissioner of Complaints (the Ombudsman).
	Oriel Surgery

Patient Complaint Form



	Name:


	Date of Birth:


	Telephone Number:


	Address:


	Details of person making the complaint if not the above:


	Name:


	Address:


	Telephone number:


	I authorise the complaint made on my behalf by ____________________________________
And I agree that the Practice may disclose to them (only in as far as is necessary to answer the complaint) confidential information about me.



	Patients Signature:                                                                                         Date



	Signature of person making the complaint:                                                   Date



	Dr Paul Hunter, Dr  Jeevan Jayaprakash, 

Dr Liz Thompson, Dr Ruth Little
Practice Manager: Mrs Karen Logue
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Patient Complaint Form



	Details of complaint:

	

	Please reply to     Practice Manager: Mrs Karen Logue

                                                                   Oriel Surgery

                                                                                 31 Oriel Road, 

                                                                                Antrim

                                                                                 BT41 4HR

                                                                                Tel: 02894 464396

                                                                                Fax:02894 461316
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