PUTNEYMEAD
MEDICAL PRACTICE

PRACTICE COMPLAINTS PROCEDURE
PATIENT INFORMATION LEAFLET

If you have a complaint or concern about the service you have received from the Doctors, or any of
the staff working in any of our surgeries, please let us know.

We operate a complaints procedure as part of an NHS system for dealing with complaints.
Our complaints system meets national criteria.

HOW TO COMPLAIN

We hope that most problems can be sorted out easily and quickly, often at the time they arise and with
the person concerned. If your problem cannot be sorted out in this way and you wish to make a
complaint, we would like you to let us know as soon as possible, ideally within a matter of days or at
the most a few weeks. This will enable us to establish what happened more easily. If it is not possible
to do that, please let us have details of your complaint:

e  Within 12 months of the incident that caused the problem, or
e  Within 12 months of discovering that you have a problem.

Complaints should be addressed to our Reception and Patient Liaison Lead. Alternatively you may ask
for an appointment with them in order to discuss your concerns. They will explain the complaints
procedure to you and will make sure that your concerns are dealt with promptly. It will be a great help
if you are as specific as possible about your complaint.

WHAT WE SHALL DO

We shall acknowledge your complaint within 3 working days and investigate effectively and in
conjunction with extant legislation and guidance.

When we look into your complaint, we shall aim to:

e Find out what happened and what went wrong

e  Make it possible for you to discuss the problem with those concerned, if you would like this
e  Make sure you receive an apology, where this is appropriate

e Identify what we can do to make sure the problem does not happen again

We will issue a final formal response to all complainants which will provide full details and the outcome
of the complaint. Further information is detailed in our organisation policy.



COMPLAINING ON BEHALF OF SOMEONE ELSE

Please note that we keep strictly to the rules of medical confidentiality. If you are complaining on behalf
of someone else, we have to know that you have their permission to do so. A note signed by the person
concerned will be needed, unless they are incapable (because of illness) of providing this. A third-party
patient complaint form is available from reception.

OTHER SUGGESTED SOURCES OF ADVOCACY

We hope that, if you have a problem, you will use our practice complaints procedure. We believe this
will give us the best chance of putting right whatever has gone wrong and an opportunity to improve
our practice. But this does not affect your right to approach other advocacy sources, if you feel you
cannot raise your complaint with us or you are dissatisfied with the result of our investigation.

For further advice and help with complaints you can contact:

NHS England

P.O. Box 16728

Redditch

B97 9PT

Tel: 0300311 22 33 (this is charged as a local rate call, Open Mon-Fri 8am to 6pm)
Email: england.contactus@nhs.net

If about a complaint via email, put ‘For the attention of the complaints team’ in the subject line.

Website: www.england.nhs.uk

I need help in making a complaint

For independent help with making a complaint about the NHS, contact:
VoiceAbility on 020 7924 7772

Email: wandsworth@voiceability.org

Website: www.nhscomplaintsadvocacy.org

You can also obtain advice and information from:

Services commissioned by Wandsworth CCG

WCCG commissions services from several providers. Our main providers are:

St. George's Healthcare NHS Trust (including Chelsea and Westminster NHS Foundation
Queen Marys' Hospital Roehampton and Trust

Wandsworth Community Services) Telephone: 020 3315 6727

Telephone: 020 8725 2453 Email: pals@chelwest.nhs.uk

Email: pals@stgeorges.nhs.uk Website: www.chelwest.nhs.uk

Website: www.stgeorges.nhs.uk
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Kingston Hospital NHS Trust Guy's and St Thomas' NHS Foundation Trust

Telephone: 0208 934 3993 Telephone: 020 7188 8801 or 020 7188 8803
Email: pals@kingstonhospital.nhs.uk Email: pals@gstt.nhs.uk

Website: www.kingstonhospital .nhs.uk Website: www.guysandstthomas.nhs.uk
South West London and St. Georges Mental For a concern about Care Homes contact:
Health Trust Wandsworth Adult Social Services
Telephone: 020 3513 5520 Telephone: 020 8871 7707 (Access Team)
Email: complaintsmanager@swlstg-tr.nhs.uk Email: accessteam@wandsworth.gov.uk
Website: www.swlstg-tr.nhs.uk Website: www.wandsworth.gov.uk

Wandsworth NHS 111 Service and GP Out of Hours Service
Patient Feedback and Complaints Co-ordinator
Tel: 0203 402 1112

What if | am not happy with local resolution?

We aim to give a satisfactory reply to all complaints we receive but if you are still not happy with
the response, or the way your complaint was handled after the first stage, you can ask for an
independent review of your case (second stage) by the Parliamentary and Health Service
Ombudsman.

The Ombudsman is independent of the NHS, they will decide if they are able to investigate your
complaint.

Address:

The Parliamentary and Health Service Citygate
Ombudsman Mosley Street
Milbank Tower Manchester
Millbank M2 3HQ

London SW1P 4QP

Tel: 0345 015 4033 Email: phso.enquiries@ombudsman.org.uk

Fax: 0300 061 4000 Website: www.ombudsman.org.uk

Patient Opinion, NHS Choices, Care Connect etc.

Please address your complaints to The Reception and Patient Liaison Lead.
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