Brompton Medical Centre
Patient Complaint Form
Complainant’s details

Miss/Mrs/Ms/Mr/Other
Forename:


Surname:

   
Date of birth :
Address:  
Contact telephone number: 
Email:
Patient’s details (if different from above)

Mr/Mrs/Other   
Forename:     


Surname:


Date of birth:
Address:
Contact telephone number:
Email:
PLEASE STATE YOUR ETHNICITY (voluntary information)     please circle the most appropriate:

WHITE:
  British / Irish / Greek Cypriot / Turkish Cypriot / Kurdish / Turkish / other White please specify …………….
BLACK or BLACK BRITISH:  Caribbean / African / Black British / Black Somali / other Black please specify  ……………….
ASIAN or ASIAN BRITISH:  Indian / Pakistani / Bangladeshi / East African Asian / other Asian please specify  …………..….
CHINESE:  Chinese / other ethnic group please specify  ……….…….   

MIXED:  White & Black Caribbean / White & Black African / White & Asian / other Mixed please specify ………….
Summary of Complaint (i.e. what it is that you most wish to complain about?)

Full details of complaint

Full description of events (i.e. the facts surrounding circumstances giving rise to your complaint/ please write on the other side if you need to)

Complainant’s signature:   





Date: 
Where the complainant is not the patient

I…………………………………………….. hereby authorise the complaint above to be made and I agree that members of the practice staff may disclose (in so far as it is necessary to do so to answer the complaint) confidential information about me, which I provided to them. 
Patient Signature:






Date:
Brompton Medical Centre
Practice Complaints Procedure

If you have any complaint or concern about the service that you have received from the doctors or staff working for this practice you are entitled to ask for an explanation. We operate an in-house complaints procedure as part of the NHS Practice Complaints procedure for dealing with complaints. Our complaints system meets national criteria.

We hope most problems can be resolved easily and quickly, often at the time they arise and with the person concerned. If your problem cannot be resolved in this way and you wish to make a complaint, please inform us as soon as possible – ideally within a matter of days or at most a few weeks – as this will enable us to deal with the circumstances more easily. If it is not possible to do that, please let us have details of your complaint:

· Within 12 months of the incident that caused the complaint

· Within 12 months of discovering you have a problem, provided this is within 12 months of the incident

Please put your complaint in writing, or you may use our Practice complaints form – please ask at reception.  We request that you put your complaint in writing, or you may make your complaint verbally to the Practice Manager or Doctor, but it is preferable if you put your concerns in writing and be as specific as possible about your complaint. Your complaint should be addressed to our Practice Manager or to any of the Doctors at the Practice or you can telephone and speak to the Practice Manager: 0207 373 4102
What we shall do

We shall acknowledge your complaint within three working days and aim to have looked into your complaint within ten working days of the date we acknowledged the complaint. We shall then be in a position to offer you an explanation or a meeting with people involved. When we look into your complaint we shall aim to

· Find out what happened and what went wrong:

· Make it possible to discuss the problem with those concerned with those concerned, if you would like this:

· Make sure you receive an apology, where this is appropriate.

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

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 you have his or her permission to do so. A note signed by the person concerned will be needed, unless they are incapable because of illness of providing this.

Complaining to the local Clinical Commissioning Group (CCG) or NHS England
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. However, this does not affect your right to approach the local CCG or NHS England, if you feel you cannot raise your complaint with us, or if you are dissatisfied with the result of our investigation. 

West London (Kensington and Chelsea, Queen's Park and Paddington) CCG, http://www.westlondonccg.nhs.uk/,

 tel: 020 3350 4567

NHS England, PO Box 16738, Redditch, B97 9PT, England.contactus@nhs.net, Tel:  0300 311 22 33

Health Service Ombudsman
We endeavour to resolve all your concerns through local resolution process, but if you feel we have not done so to your satisfaction, you have the right to take your complaint to the Health Service Ombudsman. This should be done within six months of this response.  Their contact details are:
The Health Service Ombudsman, Millbank Tower, Millbank, London, SW1P 4QP - Helpline on 0345 015 4033. website: http://www.ombudsman.org.uk/make-a-complaint
You may also get help and advice from 
Voiceability - The advocacy organisation for most London boroughs is:  http://nhscomplaintsadvocacy.org/  The helpline number is 0300 330 5454.

Healthwatch:   Healthwatch Kensington & Chelsea: address: Unit 25, Shaftesbury Centre, 85 Barlby Road, London, W10 6BN tel: 020 8968 7049 
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