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COMPLAINT PROCEDURE

Informal Complaints

As a patient, relative or carer, you may wish to raise a concern about any aspect of your care but do not want to make a formal complaint. We aim to respond to those complaints at the time, but if you are not satisfied, then you are entitled to make a formal complaint.

You may also make a complaint on behalf of someone else, provided you have their consent and the practice is satisfied you are acting in their best interests. If the practice decides this is not the case, you will be notified in writing and an explanation given.

We are not able to deal with questions of legal liability or compensation. We hope you will allow us to look into and, if necessary, correct any problems that you have identified, or mistakes that have been made. If you make a formal complaint to the practice it will not affect your right to complain to NHS England.

Formal Complaints

It is important that you contact us as soon as possible after the cause of the complaint. We will usually only investigate complaints that are made within 12 months of the cause of the complaint.  However, the time limit can be waived if there are good reasons you could not have complained sooner.

Please put your complaint in writing to either the Practice or NHS England.

If writing to the practice, address to:

Mrs Ravinder Khan
Grange Medical Centre
1 Horton Grange Road
Bradford
BD7 3AH

Complaint email address: Complaints.GrangeMedicalCentre@bradford.nhs.uk 





If writing to NHS England address to:
Customer Contact Centre
NHS Commissioning Board (NHSCB)
Quarry House, Quarry Hill
Leeds
LS2 7UE
Phone: 0300 311 22 33 (Monday to Friday 8am to 6pm, excluding English Bank Holidays).
Email: england.contactus@nhs.net
Please write ‘For the attention of the Complaints Manager’ in the subject line.
Website: www.england.nhs.uk
Oral Complaints

Patients unable to put their complaint in writing may make their formal complaint orally.

Where a complaint is made orally, the complaint shall be recorded and a copy of the written record given to the complainant.

Practice Response
We will acknowledge the complaint within 3 working days of receipt orally or in writing. When acknowledging the complaint, we will offer to meet with you to discuss the complaint, at a time to suit you. We will advise the manner in which the complaint will be investigated and the likely timescale for this investigation and when the complainant is likely to receive a written response.

If you do not want to meet for a discussion then we will determine the response time and notify you in writing.

We will aim to provide a written response within 28 days. We will let you know if it is likely to be longer than this, and keep you updated with the progress of your complaint. The written response will include an explanation of how the complaint has been considered, conclusions reached and how they may affect you. It will confirm any actions that need to be taken as a consequence of the complaint.

If resolution has not been reached, you have the right to take the complaint to the Health Service Ombudsman.

The Health Service Ombudsman
The Ombudsman is completely independent of the NHS and Government.
The Health Service Ombudsman for England
Millbank Tower
Millbank
London
SW1P 4QP
Tel: 0345 015 4033
www.ombudsman.org.uk.







Practice follows the Principles of Good Complaint Handling (Ombudsman Booklet is available to follow)
Good complaint handling means: 
1 Getting it right 
2 Being customer focused 
3 Being open and accountable 
4 Acting fairly and proportionately 
5 Putting things right 
6 Seeking continuous improvement
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