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New Barn Close Surgery

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, please let us know.  We operate a practice complaints procedure as part of an NHS system for dealing with complaints.  Our complaints system meets national criteria.

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 most a few weeks - because this will enable us to establish what happened more easily.  If it is not possible to do that, please let us have the details of your complaint:

· within 12 months of the incident that caused the problem or

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

How to complain

Complaints may be made orally, in writing or email to the Practice Manager, Mrs Jenny Yates, email: jennyyates@nhs.net,or via the online complaints form on our website: www.newbarnclose.co.uk
Address: New Barn Close Surgery, Station Road, Broadway, WR12 7DE

Tel: (01386) 853651

Alternatively, you may ask for an appointment with Jenny Yates, or her deputy Andrea Saxby, to discuss your concerns.  The complaints procedure will be explained to you, and we will make sure that your concerns are dealt with promptly.  

Verbal Complaints:  It is always better to try and deal with the complaint at the earliest opportunity and often it can be concluded at that point. A simple explanation or apology by staff at the time may be all that is required.

A verbal complaint need not be responded to in writing for the purposes of the Regulations if it is dealt with to the satisfaction of the complainant by the end of the next working day, neither does it need to be included in the annual Complaints Return. The practice will however record them for the purposes of monitoring trends or for Clinical Governance and that record will be kept and monitored by the Practice Manager. Verbal complaints not formally recorded will be discussed when trends or issues need to be addressed and at least annually.
If resolution is not possible, the Practice Manager will set down the details of the verbal complaint in writing and provide a copy to the complainant within three working days. This ensures that each side is aware of the issues for resolution. The process followed will be the same as for written complaints.

Written Complaints:  On receipt, an acknowledgement will be sent within three working days which offers the opportunity for a discussion, if required (face-to-face or by telephone). It may be that the response by way of explanation is all that is required. If this is not practical or appropriate, the initial response should give some indication of the anticipated timescale for investigations to be concluded and an indication of when the outcome can be expected.

If it is not possible to conclude any investigations within the advised timescale, then the complainant must be updated with progress and revised time scales on a regular basis. In most cases these should be completed within six months unless all parties agree to an extension.

What we shall do

1. We shall acknowledge your complaint within three working days and aim to have investigated your complaint within ten working days of the date when you raised it with us.  
2. The practice will ensure that the complaint is investigated in a manner that is appropriate to resolve it speedily and effectively and proportionate to the degree of seriousness that is involved. The investigations will be recorded for each incident and where appropriate should include evidence collected as individual explanations or accounts taken in writing.
3. The event will be reviewed in the practice and outcome recorded
Final response:

This will be provided to the complainant in writing (or email by mutual consent) and the letter will be signed by the Practice Manager.  The letter will include:  

1. An apology if appropriate (The Compensation Act 2006, Section 2 expressly allows an apology to be made without any admission of negligence or breach of a statutory duty)

2. A clear statement of the issues, details of the investigations and the findings, and clear evidence-based reasons for decisions if appropriate.
3. Where errors have occurred, we will explain these fully and state what has been or will be done to put these right or prevent repetition. 
4.    A clear statement that the response is the final one and the practice is satisfied it has done all it can to     

   resolve the matter at local level.
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 must 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.

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 the local NHS Herefordshire and Worcestershire Integrated Care Board (ICB) if you feel you cannot raise your complaint with us or you are dissatisfied with the result of our investigation. You should contact the ICB complaints department using the details below: 

Other Complaints Channels

NHS Herefordshire and Worcestershire Integrated Care Board (ICB)
The Complaints Team

NHS Hereford & Worcestershire 

Kirkham House

John Comyn Drive

Perdiswell

Worcester WR3 7NS

Tel: 01905 681999

Email: hw.complaints@nhs.net
You may also approach PALS, Healthwatch or the Independent Health Complaints Advocacy 
for help or advice.
The local Healthwatch can be found at:

www.healthwatch.co.uk
The IHCA can be contacted at: www.seap.org.uk/services/nhs-complaints-advocacy
The Patient Advice and Liaison Service (PALS) 
is based at Worcestershire Royal Hospital:

Herefordshire and Worcestershire Health and Care NHS Trust,
2 Kings Court,

Charles Hastings Way,

Worcester, WR5 1JR

Tel: 01905 681517

Email: WHCNHS.PALS@nhs.net 
The Parliamentary and Health Service Ombudsman

Millbank Tower

30 Millbank

London

SW1P 4QP

Complaints Helpline: 0345 015 4033 (8:30am – 5:30pm Monday to Friday)
www.ombudsmen.org.uk/make a complaint (to complain online or download a paper form)
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