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HOW TO RAISE A COMPLAINT

In the first instance please speak directly with

the staff member involved. Where the issue

cannot be resolved at this stage, please contact

the Complaints Manager Toni Wilson who will

tryto address the issue and offeryoufurther and

support. If the complaints manager is not

available, she will endeavour to contact at her

earliest opportunity.

If your issue remains unresolved and you wish

to make a formal complaint, please let us know

as soon as possible. This helps usto investigate

fully and fairly

You should raise a complaint

« Within 12 months of the incident that caused
the problem

OR

« Within 12 months from when the complaint
comes to your notice

Complaints can be made verbally o in wriing.

WHAT HAPPENS NEXT?
The Praciice wil acknowledge your complaint
within three working days.

We will ask how you would prefer to be
contacted dure in the process.

The practice aims to respond fully within 60
days, though in some cases it could potentially
take longer, in these instances we will keep you
informed

When the practice investigates your complaint,
itaimsto:

cumstances of the
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LET HEALEY SURGERY KNOW YOUR
VIEWS

Healey Surgery is commited to continually
improving the services it provides to patients. To
do this effectively, we value your feedback on
the care and servicesyou receive. Please let us
know what we are doing well, where we may not
be meeting your expectations, and any ideas or
suggestions you may have. By listening to you,
we can continue to develop and enhance the
services we offer.

TELL US ABOUT OUR SERVICE BY
COMPLETING THE COMMENTS FORM IN
THIS LEAFLET

« Could you easly get through on the phone?

« Did you get an appointment with the
practitioner you wanted to see?

« Were you seen within 20 minutes of your
scheduled appointment time?

 Were our staff helpful and courteous?

PRACTICE COMPLAINTS PROCEDURE

If you have a complaint about any aspect of the
service you have received, please let us know.
Healey Surgery operates a formal Complaints
Procedure in line with NHS guidelines.

Please be assured: making a complaint will not
affectyour care, treatment or support, and you
will not be discriminated against in any way.
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« Make sure you receive an apology, where
this is appropriate.

« Identify ways to prevent an issue for re
occurring.

ADVOCACY SUPPORT

If you need help understanding your care or feel
unable to speak up for yoursefl, an advocate
can support you. If you would an advocate to
support, youwith yourcomplaint please contact:
the Advocacy Together Hub Rochdale on
01706 641389 or

Email rochdaleadvocacy@together-uk org
ALTERNATIVE OPTIONS

Altematively, you can make a complaint to the
Local Integrated Care Board (ICB) if you feel
you are unable to raise your complaint direct to
the Surgery.

You can contact the ICB by email
nhsgm patientservices@nhsnet, by phone
0161 271 3980 (9am-4pm Monday-Friday), or
by post - NHS Greater Manchester, The Tootal
Buidings, 56 Oxford St, Manchester M1 6EU.
For further information please visi their website
on - hitps/lgmintegratedcare orq.uk/patient-
services

ESCALATING A COMPLAINT

Anindependent reviewmay be sought fromthe
Parliamentary and Health Service Ombudsman
if you remain dissatisfied with the practice’s
response. You can contact Ombudsman on
0345 015 4033 or write to Parliamentary and
Health Service Ombudsman, Millbank Tower,
Millbank, London SW1P 4QP
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COMPLIMENTS/COMPLAINTS AND COMMENTS FORM





