
Modern Medical Centre Complaints procedure

Process for Complaints
 

In such circumstances, the following procedure applies: -
We aim to provide an efficient and quality service to our patients.  We hope that any patient or relative with concerns will feel able to talk directly to a member of staff about them.  However, although we hope any concerns that patients may have can be dealt with amicably at the time, there may be occasions when a patient feels they have cause for complaint.  Patients who have a comment or complaint about a GP, which cannot be resolved directly with the Practice, can contact: 
NHS Commissioning Board

Telephone: 020 8221 5750

Email: nelondonicb.complaints@nhs.net
In writing:

Complaints Department

NHS North East London

4th Floor – Unex Tower

5 Station Street

London E15 1DA
· Complaints should be made in writing and addressed to the Practice Manager.  If you are unable to write the complaint yourself the Practice Manager will make a note of the complaint for you to sign. 
· The Practice Manager will confirm receipt of the complaint in writing within THREE working days and provide the Complainant with a copy of the Complaints Procedure.   If complaint is not by the Patient, the consent of the patient must be sought if it involves any personal information about the patient. 
· Depending on the nature of the complaint, the Practice Manager will try to resolve the matter to the satisfaction of the complainant.
· You will be informed of the result of the complaint within twenty working days. Sometimes due to the complexity or seriousness of the complaint more time may be needed to investigate the complaint and look at ways to rectify the situation if required and take appropriate action. We will inform you of the reason for the delay and the anticipated date for resolution.
·  The complainant can, at any time, meet with the Practice Manager to discuss the complaint.
 You can get free support, at any time, from your local independent complaint’s advocacy service. The details are as follows:
This service is provided by The Havering Integrated Advocacy Service. You can contact them by:

Telephone: 020 7510 1081 / 01708 5606600

Email: Havering.advocacy@mithn.org.uk
If you are unhappy with the Practice’s response to your complaint, you can ask the Healthcare Commission for an independent review of your case.  The Healthcare Commission is an independent body established to promote improvements in healthcare through the assessment of the performance of those who provide services.  You can contact the Commission as follows:  
 

The Parliamentary and Health Service Ombudsman
Millbank Tower
Millbank
London SW1P 4QP
                                                                        Telephone Helpline: 03450 154033

