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PRACTICE COMPLAINTS PROCEDURE

LLYS MEDDYG PRACTICE COMPLAINTS PROCEDURE

If you have a complaint or concern about the service you have received from the doctors or any of the staff working in this practice, we would like to know about it.  We operate a practice complaints procedure (or an “improved standards procedure” as we prefer to call it) as part of a NHS system for dealing with complaints.  Our complaints system meets national criteria.

Whilst we sincerely hope that you will never find cause to complain about any of the practice’s services in the first place, this leaflet has been designed to explain the procedures and to highlight your rights.
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WHEN 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 you problem cannot be sorted out in this way and you wish to make a formal complaint, we would like you to let us know as soon as possible – ideally within a matter of days or at 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:

· within 6 months of the incident that caused the problem, or

· within 6 months of discovering that you have a problem, provided this is within 12 months of the date of the incident.

HOW TO WRITE A COMPLAINT

A complaint letter need not be long or detailed, but it should include:

· who or what you are complaining about, include the names of staff if you know them;

· where and when the events of the complaint happened.  If you are complaining about more than one matter, make it clear which are the most important ones;

· what, if anything, you have already done about the issues;

· What you would like from the complaint (for example, an apology or an explanation, or changes to 

· services).

WHAT WE WILL DO

We shall acknowledge your complaint within 2 working days of the date when you raised it with us and to have responded to your complaint within 30 working days.  We shall then be in a position to offer you an explanation or a meeting with the people involved.  We shall aim to:

· Find out what happened and what went wrong;

· Make it possible for you to discuss the problem 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 happened 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 that you have their permission to do so.  

COMPLAINING TO OUTSIDE AGENCIES

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 service.

This, however, does not affect your right to approach outside agencies.  If you feel you cannot raise your complaint with us, or if you are dissatisfied with the result of our investigation, the following addresses may be useful:
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