NOTTING HILL MEDICAL PRACTICE
COMPLAINTS PROCEDURE
Aim

To provide a practice based complaints procedure which ensures complaints are dealt with in an impartial, open & honest way.  To ensure the practice meets the requirement for the HSC complaints guidelines.

Making a complaint
What is a complaint?

A complaint is: “an expression of dissatisfaction that requires a response”.

Who can complain?
Any person can complain about any matter connected with the provision of services provided by the Practice.
· A patient

· Former patients or clients using Practice services

· Someone acting on behalf of existing or former patients or clients providing they have obtained the patient’s consent.

· Parents ( or persons with parental responsibility) on behalf of a child

· Any appropriate person in respect of a patient or client who has died eg the next of kin or their agent.

How can complaints be received?
Complaints may be made:

· Verbally

· In writing

· In person

· Telephone

Complaints may be made at any time and to any member of staff eg receptionist, nursing staff or GP.  In many cases, complaints are made orally and frontline staff should resolve the complaint in the first instance if possible or pass it to the Practice Manager/GP Partner if necessary.  Should a verbal complaint be made the complainant should be asked to formalise their complaint in writing.  If the complainant is unable to put their complaint in writing the Patient Client Council can provide assistance.
Time Limit for making complaints

A complaint should be made within 6 months of the event that caused the problem.  If the patient was not aware that there was cause for complaint, a complaint can be made within 6 months of becoming aware of the cause or twelve months from the date of event, whichever is earliest?
Consent and Third Party Complaints
Third party complaints may be made by a patient’s representative ie relatives, friends, carers or other representatives such as their Solicitor or elected representatives,  Third party complaints are acceptable provided the patient has given his/her written consent.
Confidentiality

All staff has a legal and ethical duty to protect the confidentiality of patient information.  The legal requirements are set out in the Data Protection Act 1998 and the Human Rights Act 1998.

Help with Making a Complaint

The Practice Manager or Assistant will be available to assist anyone wishing to make a complaint and will offer help and advice when requested to do so.

Advocacy

Advice and assistance is also available at any stage in the complaints process from the Patient and Client Council who are responsible for the provision of complaints advocacy.  All patients should be aware of the independent confidential support and advice that is available should they wish to make a complaint, via the Patient Client Council.

Patient Client Council

Ormeau Baths

18 Ormeau Avenue

Belfast

BT2 8HS

Telephone Freephone 0800 917 0222

Web www.pcc-ni.net
Email info@pcc.ni.net

Complaining to the Strategic Planning and Performance Group (SSPG) – Honest Broker

If you have difficulty in approaching the Practice to address your complaint, the SPPG can offer an honest broker role, where they can assist and advise you on taking your complaint forward.

Should you wish to avail of this service you should contact:

Michael Cruikshanks
Strategic Planning and Performance Group

Department of Health (DoH)

Complaints Office

12-22 Linenhall Street

Belfast 

BT2 8BS

Complaints line number – 028 9536 3893.

PCC email is – info.pcc@pcc-ni.net
Department of Health ‘Guidance in relation to the Health and Social Care Complaints Procedure’ (April 2023) (HSC Complaints Procedure).  The appropriate link is below:

 https://www.health-ni.gov.uk/sites/default/files/publications/health/doh-guidance-hsc-complaints-procedure.PDF
What happens next?
We shall record your written complaint and acknowledge it in writing, normally within three working days.  We aim to have investigated and responded to your complaint within 10 working days of the date that you raised it with us or inform you if there is likely to be any delay.  Please note that the timescale for responding where an honest broker is used is extended to 20 workings days.

In investigating your complaint we aim to:

· Find out what happened and what went wrong

· Enable you to discuss the problem with those concerned, if you would like this.

· Ensure you receive an apology, where this is appropriate.

· Identify what can be done to make sure the problem does not happen again.

What happens if I am unhappy with the outcome?
If you are dissatisfied with our initial response, the SSPG offer a local resolution options which you may wish to investigate.  Alternatively if you feel that local resolution has been exhausted you can take your complaint to the Complaints Ombudsman six months of receiving the Practice final response.  The Ombudsman’s contact details are:  
Northern Ireland Public Service Ombudsman

Progressive House
33 Wellington Place
Belfast

BT1 6HN
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