THE  NEW  DISPENSARY

COMPLAINTS  PROCEDURE

From 1st April 2009 anyone wishing to make a complaint about a health care related matter will have the choice of making this direct to The New Dispensary or NHS ombudsman.
We always try to give you the best service possible, but there may be times when you feel this is not the case.  This policy explains what to do if you have a complaint  about the services we provide for you.

Our practice procedure is not able to deal with questions of legal liability or compensation.  We hope you will use it to allow us to look into and, if necessary, put right any problems you have identified or mistakes that have been made.

If you use this procedure it will not affect your right to complain to The Health Service Ombudsman..  The appropriate address for the Ombudsman is printed at the bottom of this notice.  Please note that we have to respect our duty of confidentiality to patients and patient’s consent will be necessary if a complaint is not made by the patient, parent or next of kin. 

If it is appropriate for the complaint to be handled by the practice and the complainant consents to this, the practice will handle the complaint to local resolution.  The complaint can not be referred to WPCT for further investigation. (Conciliation will however, continue to be offered).  The practice will aim to resolve all complaints at local resolution. 

This policy attempts to outline the processes for handling any complaint in line with the NHS (Complaints) Regulations 2009 and recommended procedure.

Principles

Complaints are resolved as quickly as possible.  This could be with immediate informal response by staff or subsequent investigation and conciliation with appropriately appointed staff.
The complaints procedure ensures that all concerns or observations will be managed and responded to in a fair and unbiased process.

Complaints Manager

If you wish to make a complaint, please telephone or write to our Practice Manager, Mrs. Christine Rogers.  She will take full details of your complaint and decide how best to undertake the investigation. The address to write to is at the bottom of this notice.

Persons Who May Make a Complaint

Anyone who receives or has received NHS treatment or services has the right to make a complaint if the problem cannot be resolved.

What you can expect from the practice

We think it is important to deal with complaints swiftly so you will normally be acknowledged within 3 working days of receiving the complaint.  An  appointment for a meeting to discuss the matter further will be offered . We will try to address your concerns fully, provide you with an explanation and discuss any action that may be needed.  We hope that, at the end of the meeting, you will feel satisfied that we have dealt with the matter thoroughly.  

We will provide a written response within a timed framework that has been agreed with the complainant, with an explanation of how the complaint was investigated and considered.  The conclusion reached including any actions that were taken and details of their right to refer their complain to the Health Service Ombudsman.

 Occasionally, if we have to make a lot of enquiries, it may take a little longer, but we will keep you informed.  You may bring a friend or relative with you to the meeting.

The practice will monitor their complaints and send an annual report to WPCT of the complaints received.

What if you are not satisfied with the response?

If on receiving a response to your complaint you are still unhappy you may seek an Independent Review.

The contact details are:  Health Service Ombudsman, telephone 0345 015 4033

www.ombudsman.org.uk   email: phso.enquiries@ombudsman.org.uk or write to:
The Parliamentary and Health Service Ombudsman, Millbank Tower, Millbank, London SW1P  4QP

Complaints Manager:  Mrs Christine Rogers, The New Dispensary, 2Alder Meadow, Chase Meadow Square, Warwick  CV34  6JY  Telephone; 0844 477 0916
