COMMENTS, COMPLAINTS AND SUGGESTIONS

This leaflet explains how you can make suggestions, comments and complaints about services provided by The Birchwood Practice.

We welcome your comments, both positive and negative, as they let us know when we get it right and where there is room for improvement.


LETTER OF APPRECIATION

If you have been happy with the care you have received, please let us know.  Letters to the Practice Manager, Miss Jean Frangleton, or individual doctors are very much appreciated.


SUGGESTIONS

If you have any suggestions for making changes or improvements to the way we provide our services, please let us know by writing to the Practice Manager, Miss Jean Frangleton.



PATIENT PARTICIPATION GROUP

The Birchwood Practice has a group of patients who make up the Patient Participation Group.  These patients are involved in decisions about the range and quality of services provided by the practice.  This is a virtual group and patients are contacted by email.  If you would like to join this group please complete the form available on the practice website www.birchwoodpractice.co.uk 
or alternatively ask for a form at reception.  New members to the group are always welcome.


COMPLAINTS

If you are unhappy with any aspect of your care or service, please let us know as soon as possible.  We operate an In-House Practice Complaints Procedure as part of the NHS system for dealing with complaints.  Our complaints system meets national criteria.

How to complain?

We hope that most problems can be sorted out easily and quickly, often at the time they arise.  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.  Complaints should be addressed to the Practice Manager, Miss Jean Frangleton.  The practice complaint form can be downloaded from the practice website www.birchwoodpractice.co.uk or is available from reception.  We will acknowledge your complaint within three working days, either orally or in writing and offer to discuss the matter.  We will include in the discussion how the complaint will be handled and the likely period for completion of the investigation and responding to you.  We will send a written response as soon as reasonably practicable, after completing the investigation which will include

	an explanation of how the complaint has been considered
	the conclusions reached,
	including any matters for which remedial action is needed and that these will be taken
	details of your right to take this complaint to the Health Service Commissioner under the 1993 Act.



Complaining on behalf of someone else

You can also make a complaint on someone else’s behalf (e.g. an elderly relative) if they are unable to but you must have their written permission.



NHS COMPLAINTS PROCEDURE

We hope that if you have a problem you will use our In-House 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.

You may choose to make your complaint orally, in writing or electronically to NHS England rather than the Practice.  Please address your complaint to:
NHS England
PO Box 16738
Redditch
B97 9PT
By email to: england.contactus@nhs.net
If you are making a complaint please state: ‘For the attention of the complaints team’ in the subject line.
By telephone: 0300 311 22 33
British Sign Language (BSL):  If you use BSL, you can to talk to us via a video call to a BSL interpreter. Visit NHS England’s BSL Service.
Our opening hours are: 8am to 6pm Monday to Friday, except Wednesdays when we open at the later time of 9.30am.
Under the NHS Complaints Procedure, complaints are usually investigated only if they are made within 12 months of the event, or within 12 months of you realising that you have something to complain about.  However, this 12 month limit does not apply if there were good reasons for not making a complaint within the time limit, or despite the delay, it is still possible to investigate matters effectively and fairly.
There are two stages to the NHS complaints Procedure:

	1st stage – local resolution, either by the Birchwood Practice, or the Primary Care Trust


	2nd stage – Parliamentary & Health Service Ombudsman


	Website: Parliamentary and Health Service Ombudsman website or


	Call 0345 015 4033 from 8:30am to 5:30pm, Monday to Friday.


	Send a text to our ‘call back’ service:  07624 813 005.



At the Birchwood Practice we try to ensure that all patients are pleased with their experience of our service and we take complaints very seriously.  If you need to complain, you will be dealt with courteously and promptly so that the matter is resolved as quickly as possible.

We learn from every mistake that we make and we attempt to respond to patients’ concerns in a caring and sensitive way.

Please note: Our In-House Practice Complaints Procedure does not deal with matters of legal liability or compensation.
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