Ridgeway View Family Practice

THE PRACTICE PHILOSOPHY TOWARDS COMPLAINTS
Our aim is to provide expert and friendly personal health care for you and your family.  To help us achieve this we need you to tell us when you have any complaints or concerns about the service you receive from the Doctors or the staff working for this practice.  We take all complaints very seriously and feel that you are entitled to ask for an explanation.

Our complaints procedure is designed to make sure that we address your complaint as quickly as possible and to your satisfaction.

HOW WILL WE DEAL WITH YOUR COMPLAINT

We will handle your complaint in a positive and friendly way.

We will acknowledge your complaint within 2 working days.  

We will if necessary arrange a meeting within 7 working days.

We will endeavour to finish any investigations and produce a report within 10 working days.  If this is not possible we will keep you informed.

WHAT WE WOULD LIKE YOU TO DO

In person
-
Ask to speak to the complaints officer the Asst Practice Manager Karina Stokes
OR

In writing 
-
Please address a letter to the Asst Practice Manager, Practice Manager or Doctor
DO YOU NEED HELP OR SUPPORT TO MAKE YOUR COMPLAINT?

If you would like help or support in making your complaint you might like to ask someone in your family or a friend to help you.  We would welcome a family member or a friend attending with you to make your complaint, or if you are making your complaint in writing, they may be able to help you put your points together.

You can also contact the Independent Complaints Advocacy Service (ICAS) – Telephone 0845 120 3782

* Please note the practice must ensure strict adherence to the rule of medical confidentiality.  We therefore cannot provide confidential information without appropriate authority if you are not the patient in question.

WHAT CAN YOU DO IF YOU ARE NOT SATISFIED

If you are not satisfied with how your complaint has been handled or with the outcome, you can contact 
· Swindon Primary Care Trust (PCT), either in writing or by telephone.  The address is North Swindon District Centre, Thamesdown Drive, Swindon, SN25 4AN – Telephone: 01793 708700.

· The Parliamentary and Health Service Ombudsman, Millbank Tower, Millbank, London SW1P 4QP Tel:    0345 0154033 Website: www.ombudsman.org.uk

Patients may also use the services of (PALS) Patient Advice and Liaison Service at Swindon PCT, North Swindon District Centre, Thamesdown Drive, Swindon, SN25 4AN, Telephone: 01793 708758 PALS is a service working for patients, carers and their families. It is designed to improve the patient’s experience.  PALS works with you to help you get the best of your NHS.
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