Oldham Medical Services

HOW TO MAKE A COMPLAINT
WHAT TO DO IF YOU ARE DISSATISFIED WITH THE SERVICE

YOU HAVE RECEIVED

Right to Complain
We have to respect our duty of confidentiality to patients and a patient’s consent will be necessary if someone other than the patient wishes to complain on their behalf, unless they are incapable (because of physical or mental illness) of providing this.  
How to Complain
If you have a complaint please consider firstly discussing your complaints with a member of our staff.  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 feel you wish to speak to the Practice Manager, please ask and this will be arranged for you.
If the matter cannot be resolved on the spot and you wish to take it further, please write to our practice manager with the complaint form provided at reception. The practice manager will acknowledge your complaint as quickly as possible or within 3 working days.  At the same time she may also attempt to speak to you to agree how your complaint will be handled and the time scale for doing so. In normal circumstances, therefore, you will be offered either an oral or written response or an appointment for a meeting to discuss your concerns.  We will aim to resolve your complaint as quickly as possible within a timescale mutually agreed with you.  Sometimes, we may need to make some enquiries and this may take a little longer before we can contact you.  In this instance we will keep you informed.  
When we investigate your complaint we will aim to:-
· Find out what happened and what went wrong.

· Identify what we can do to make sure that the problem doesn’t happen again.

We hope that upon receipt of our written response or at the end of the meeting, you will feel satisfied that we have dealt with the matter thoroughly.  If however you have any further queries please do not hesitate to contact our practice manager again. 

If you are not fully satisfied with the way we have handled your complaint you have the right to take your complaint to the NHS England Complaints Team:
Telephone: 0300 3112233 
Email: england.contactus@nhs.net
By Post: NHS England, PO Box 16738, Redditch, B97 9PT
Local Advocacy Service: Manchester Advocacy Hub, the Gaddum Centre, Gaddum House, 6 Great Jackson Street, Manchester, M15 4AX. Tel: 0161 214 3904

Ombudsman: Millbank Tower, London, SW1P 4QP. Tel: 0345 015 4033. Email: phso.enquiries@ombudsman.org.uk
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