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 COMPLAINTS PROCEDURE

We strive to give you the best levels of service and care possible, however, there may be a time when you wish to make a complaint. If this should be the case, please email d-icb.knowlehousecomplaints@nhs.net to submit any feedback.  
The complaint will be investigated, and you will be informed of the outcome and any action we have taken to prevent the issue recurring. Our complaints manager will acknowledge your complaint within 3 working days. Our complaints manager will acknowledge your complaint within 3 working days.  As per NHS guidelines there are no set timeframe for responding, and response time frames will depend on the nature of your complaint., however we will attempt to complete any complaint within 30 working days.
We will keep you informed throughout the process.
All complaints, correspondence and statements are kept confidential and in the Patient Correspondence File. 
Please see step by step guide below - 

1. Complaint will be acknowledged within 3 working days. 
2. Investigation -Interviewing any staff members, partners and witnesses. Statements will be taken if required.
3. Advise individual staff of the raised complaint.
4. If needed the patient will be invited to make a statement and asked how they see the complaint being resolved. 
5. Evidence will be presented and escalated to the practice manager if necessary.
6. A decision will be made.

7. A full detailed written response is made to the patient, along with instructions on how to appeal the decision if necessary. In such circumstances the appeal is heard at either partnership meeting or Thursday lunchtime team meeting.
8. Patient will be given details of who to contact if they are unhappy with the outcome and wish to escalate the case (NHS England/Health Service Ombudsman). 
