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Compliments, Concerns and Complaints
Talk to Us
Every patient has the right to make a complaint about the treatment or care they have received at Haltwhistle Medical Group.
We aim to provide the highest standard of care and service to all our patients. We welcome feedback, both positive and negative, as it helps us improve our services and enhance the patient experience.
We take all complaints seriously and will investigate them thoroughly, fairly and sensitively.

Who to Talk To
Many concerns can be resolved quickly and informally by speaking to a member of our team. If you have a concern, please speak to a member of staff who will do their best to assist you.
Alternatively, you may ask to speak with:
Jane Charteries
Practice Manager
An appointment may be arranged if a more detailed discussion is required.

If You Do Not Wish to Contact the Practice Directly
If you would prefer not to complain directly to the Practice, you may contact:
NHS North East and North Cumbria Integrated Care Board (ICB)
Complaints Team
NHS North East and North Cumbria ICB
Pemberton House
Colima Avenue
Sunderland Enterprise Park
Sunderland
SR5 3XB
Telephone: 0191 374 4218
Email: nencicb.complaints@nhs.net
Further information is available on the North East and North Cumbria ICB website. 

How to Make a Complaint
A complaint can be made:
· Verbally
· In writing
· By email
· By letter
· Through a representative acting on your behalf (with appropriate consent)
We will ensure that all complaints are handled promptly and courteously.

Time Limits for Making a Complaint
Complaints should normally be made:
· Within 12 months of the event that caused the concern; or
· Within 12 months of becoming aware that there was a cause for complaint.
Where there are good reasons for a delay and it remains possible to investigate the complaint effectively, discretion may be exercised to consider complaints received outside these timescales.

Acknowledgement of Complaints
We will acknowledge your complaint within three working days of receiving it.
Our acknowledgement will:
· Confirm receipt of your complaint.
· Explain how your complaint will be handled.
· Discuss and agree, where appropriate, the preferred method of communication and likely timescale for response.

Investigation of Complaints
Haltwhistle Medical Group will investigate all complaints fairly, proportionately and in accordance with current NHS complaints regulations and guidance.
We will:
· Establish the facts surrounding the complaint.
· Speak with staff involved where necessary.
· Review relevant records and procedures.
· Identify any learning opportunities and service improvements.
We will keep you informed of progress throughout the investigation.
Where delays occur, we will explain the reasons and provide regular updates.

Confidentiality
All complaints will be handled confidentially and in accordance with:
· UK General Data Protection Regulation (UK GDPR)
· Data Protection Act 2018
· NHS Complaints Regulations
Complaint records will be held separately from medical records and will only be accessed by staff involved in investigating and responding to the complaint.
Making a complaint will not adversely affect your care or treatment in any way.

Complaints Made on Behalf of Someone Else
We recognise that a complaint may occasionally be made by a representative acting on behalf of a patient.
Before investigating, we must be satisfied that the person making the complaint has:
· The patient's consent; or
· Legal authority to act on the patient's behalf.
Written consent may be requested before the complaint can proceed.

Final Response
Once our investigation has been completed, we will provide a written response which will include:
· A summary of your complaint.
· Details of the investigation undertaken.
· Findings and conclusions.
· Any actions taken or lessons learned.
· Information about further escalation if you remain dissatisfied.

Independent Advocacy Support
If you would like help making or pursuing a complaint, independent advocacy services are available.
POhWER NHS Complaints Advocacy
Telephone: 0300 456 2370
Website: www.pohwer.net
Healthwatch Northumberland
Website: www.healthwatchnorthumberland.co.uk
Citizens Advice
Website: www.citizensadvice.org.uk
Age UK
Telephone: 0800 055 6112
Patient Advice and Liaison Service (PALS)
Support may also be available through local NHS Trust PALS services.

Equality and Accessibility
We are committed to ensuring that everyone can access our complaints process.
Information can be made available in alternative formats upon request, including:
· Large print
· Easy Read
· Translation services
· Accessible communication support
Please let us know if you require any adjustments.

If You Remain Dissatisfied
If you are unhappy with the outcome of your complaint after receiving our final response, you may refer your complaint to:
Parliamentary and Health Service Ombudsman (PHSO)
The Parliamentary and Health Service Ombudsman is independent of the NHS and government and can review complaints where local resolution has been exhausted.
Parliamentary and Health Service Ombudsman
Millbank Tower
Millbank
London
SW1P 4QP
Telephone: 0345 015 4033
Website: www.ombudsman.org.uk
The Ombudsman will consider whether your complaint has been handled appropriately and fairly.

Learning from Complaints
Haltwhistle Medical Group is committed to learning from complaints, concerns and patient feedback.
Where appropriate, lessons learned from complaints will be used to:
· Improve patient care.
· Improve Practice systems and processes.
· Prevent similar issues recurring.
· Support staff training and development.
Complaints are viewed as an important opportunity to improve the quality and safety of the services we provide.
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