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PATIENT COMPLAINTS PROCEDURE

We aim to provide patients with the best care we can, but
there is the chance that we may sometimes fall short of the
mark. If you have any compliments, comments, concerns or
complaints about our service, we want to hear about it.

This leaflet will tell you what to do if you need to complain
about any of the services we offer.

GENERAL PRACTITIONERS AT 17 & 200 OSBORNE ROAD, 5 OSBORNE AVENUE
AND GOSFORTH MEMORIAL



1- WHO CAN COMPLAIN?

You can complain about something that has happened to you or about another
person’s treatment, if they are a child or where a patient has died.

We keep strictly to the rules of patient confidentiality.
If you are making a complaint on behalf of someone else, we need to know you

have their permission to do so. In order to process the complaint we need to have
their permission in writing, unless they are unable to because of death, illness or

\ incapacity. )
4 )
2 - TIME LIMITS
We hope that most problems can be sorted out quickly and easily at the time
they arise and with the person concerned.
If the 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.
Usually complaints can only be investigated if they are made:
*  Within 12 months of the incident that caused the problem.
* Within 12 months of you realising that you have something to complain about.
These time limits can be waived if there are valid reasons why you could not
submit a complaint sooner.
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3 - WHAT THE PRACTICE WILL DO
We shall:

* Acknowledge your complaint within 3 days, this may be orally or in writing.

* Aim to provide a satisfactory response to your complaint within twenty-five
works days of starting an investigation.

* Update you in writing if we find it is not going to be possible to complete
our investigation in the expected time-scale and provide you with a revised
completion date.

You may also wish to speak to someone who can help you with your complaint.

If so, you can contact North East NHS Independent Complaints Advocacy,

an independent and free service available to everybody, on 0808 802 3000
(freephone).
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% 0191 281 4588

jesmondhealthpartnership.co.uk é ngccg.jesmondhealthpartnership@nhs.net
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4 - INVESTIGATING YOUR COMPLAINT
When we investigate your complaint we aim to:
* Find out what happened and what went wrong

* Make sure you receive an apology, where this is appropriate
* |dentify what we can do to make sure the problem does not happen again
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5 - YOUR COMPLAINT

( First Name ) ( Last Name

Address

Postcode

(Phone ) (Email

)

Please give as much detail as possible in describing what has happened. There is space
on the back of this form and you can use additional sheets if you need.
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5 - CONTINUED

(Signature: [] Sighed on behalf of patient)

(Rorme Y (ome )

If your complaint is on behalf of a third party, we may need to contact them to seek their consent.
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6 - WHO TO COMPLAIN TO

Complaints should be addressed to:

Complaints Manager
Jesmond Health Partnership
17 Osborne Road

Newcastle

NE2 2AH

We hope that if you have a problem you will use our in-house practice complaints
procedure. We believe this will give us the best chance of putting right whatever
has gone wrong and improving our practice.

Alternatively, you may wish to contact NHS ENGLAND on: 0300 311 2233 or 0300
330 5454 (Voiceability)
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7 - YOUR RIGHTS WHEN MAKING A COMPLAINT

You have the right to:

* Have any complaint you make about NHS services dealt with efficiently and
properly investigated.

* Know the outcome of any investigation into your complaint.

* Take your complaint to the independent Parliamentary and Health Service
Ombudsman (PHSO) if you are not satisfied with the way your complaint has
been dealt with by the NHS.

PHSO
Millbank Tower Telephone - 0345 015 4033
London, SWI1P 4QP Web - ombudsman.org.uk/making-complaint




