Christiana Hartley Medical Practice

Practice complaints procedure

If you have a complaint or concern about the service you have received from the doctors or any member of 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, and which 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, as this will enable US to establish what happened more easily. However, if this is not possible, please let us have details of your complaint:

Within 12 months of the incident that caused the problem or within 12 months of discovering. 

Complaints can be made verbally or in writing to Shelley Wareing the Practice Manager. Alternatively, you may ask for an appointment in order to discuss your concerns, where the complaints procedure will be explained to you and ensure 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 three working days and aim to have investigated your complaint within ten working days from the date when you raised it with us. We shall then be in a position to offer you an explanation, or a meeting with the people involved. When we look into your complaint, we shall aim to:

· Find out what happened and what went wrong,
· Make it possible for you to discuss the problem with those concerned, 

· Advise you what we can do to put the matter right,     

· 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 must have their permission to do so. A signed consent form will be needed unless the patient is incapable (because of illness) of providing this.  Please ask for the Third-Party Complaints Form.
Complaining to NHS Cheshire and Merseyside
We hope that, if you do have a problem, you will use our practice complaint 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 NHS Cheshire and Merseyside, if you feel you cannot raise your complaint with us, or you are dissatisfied with the result of our investigations. You should contact:

· Telephone: 0800 132 996  
 

· E-mail: enquiries@cheshireandmerseyside.nhs.uk  
 

· Writing to us at:  Patient Experience Team, No 1 Lakeside, 920 Centre Park Square, Warrington, WA11QY. 
You can also contact the Independent Healthwatch Advocacy

They can help you make a complaint, by providing a free, confidential and independent service designed to help you understand your rights and make informed choices.

Healthwatch Advocacy can:

•    explore the options available at every stage of the complaints procedure

•    provide confidential support from someone who is independent of the NHS

•    write effective letters to the right people

•    prepare for meetings and maybe even go with you

•    contact and speak to third parties if required and provide a qualified         advocate who can support you 

They also offer a range of ‘self-help’ materials if you do not need the support of an advocate but want some advice on the best way to make a complaint.

How to access this support:

Healthwatch Sefton Ltd
Healthwatch Sefton Registered Office:
Sefton Council for Voluntary Service (CVS)
3rd Floor, Suite 3B
North Wing
Burlington House
Crosby Road North
Waterloo
L22 0LG

Freephone: 0800 206 1304
Email: info@healthwatchsefton.co.uk
You can contact Patient Advisory Liaison Service (PALS)

The offer confidential advice, support and information on health-related matters. They provide a point of contact for patients, their families and their carers.

PALS can:

· Help with health-related questions

· Help resolve concerns or problems when you’re using the NHS

· Tell you how to get more involved in your own healthcare
You have the right to approach the Parliamentary & Health Service Ombudsman:
Tel:    0345 015 4033

Website: https://www.ombudsman.org.uk/
