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Martonside Medical Centre
1a Martonside Way,  Middlesbrough.  TS4 3BU
Tel No: 01642 812266      
Email: nencicb-tv.martonsideadmin@nhs.net

INFORMATION LEAFLET

COMMENTS, SUGGESTIONS & COMPLAINTS

If you have a complaint or any concerns about the service you have received from your GP or any of the staff working in this practice, please let us know.  We operate a practice complaints procedure as part of an NHS system for dealing with complaints. Our complaints system meets national criteria. 

If your complaint is about a non-NHS service we will deal with it within our practice complaints procedure but other aspects of the NHS complaints procedures, e.g. Independent Review Panel, will not apply.

How to complain

We hope that most problems can be sorted out easily and quickly, often at the time they arise and with the person concerned.  If your problem cannot be sorted out in this way and you wish to make a complaint, we would like you to let us know as soon as possible, ideally, within a matter of days or at the most a few weeks, because this will enable us to establish what happened more easily.  If it is not possible to do that, please let us have details of your complaint:

· within 12 months of the incident that caused the problem or as soon you discover that there was a problem.

Complaints should be addressed to Emma Kane or any of the GPs.  Alternatively, you may ask for an appointment with Emma Kane in order to discuss your concerns.  She will explain the complaints procedure to you and will make sure that your concerns are dealt with promptly.  It will be a great help if you are as specific as possible about your complaint.

What we will do

We will acknowledge your complaint within three working days and aim to have looked into your complaint within 15 working days from when you raised it with us.  We will then be in a position to offer you an explanation, or a meeting with the people involved.  When we look into your complaint we will aim to:

· find out what happened and what went wrong
· make it possible for you to discuss the problem with those concerned (if agreeable)
· make sure that you receive an apology (if appropriate)
· identify what we can do to make sure the problem does not happen again.

Once we have responded to your complaint in writing and offered an explanation, we will allow 8 weeks for you to respond.  If we do not hear from you within 8 weeks we will close the complaint.

Complaining on behalf of somebody else

Please note that we keep strictly to the rules of medical confidentiality.  If you are complaining on behalf of someone else, we have to know that you have their permission to do so.  We require the written consent of the patient before we can respond to a complaint.  If the patient is incapable of giving consent, e.g. a child or they are deceased; we will require the written consent of the legal guardian or next of kin.

Complaining to somebody other than ourselves

We hope that, if you have a problem, you will use our practice complaints procedure.  We believe that this will give us the best opportunity to put right whatever has gone wrong and an opportunity to improve our service.  If you feel that you cannot raise the matter with us you may wish to contact Healthwatch or follow the NHS Complaints Procedure.

The details for Healthwatch are as follows:

Tel:  0800 1181691(Info & Advice)

Email: healthwatchmiddlesbrough@pcp.uk.net


The NHS complaints procedure 

Most medical care and treatment goes well, but things occasionally go wrong, and you may want to complain.  

Who should I complain to?

If you're not happy with an NHS service you can make a complaint. You should complain to your service provider such as GP, dentist, hospital or pharmacist first. 

You may take your complaint either to NHS England or your local Integrated Care Board (ICB).

In general, NHS England commissions most primary care services like GP and dental services.   They can be contacted at:

Tel:                 0300 311 22 33 
Email:             england.contactus@nhs.net
In writing:       NHS England, PO Box 16738, Redditch, B97 9PT

ICBs oversee the commissioning of secondary care such as hospital care and some community services.  North East & North Cumbria Integrated Care Board (NENCICB) have asked North of England Commissioning Support Unit (NECS) to manage complaints on their behalf. 




They can be contacted at:

Tel: 		0191 374 4218
Email:  	necsu.complaints@nhs.net 
In writing:	Complaints Team, North of England Commissioning Support Unit, John Snow House, University Science Park, Durham. DH1 3YG 

If you remain unhappy with the response to your complaint you can refer the matter to the Parliamentary and Health Service Ombudsman who is independent of the NHS and government. 

Please see website @ legalombudsman.org.uk

When should I complain?

As soon as possible. Complaints should normally be made within 12 months of the date of the event that you're complaining about, or as soon as the matter first came to your attention. 

The time limit can sometimes be extended (so long as it's still possible to investigate the complaint). An extension might be possible, such as in situations where it would have been difficult for you to complain earlier, for example, when you were grieving or undergoing trauma. 



GP Partners:  Drs D I G Pocock, S N Akowuah, S Hafeez, C Watson, A S Jumaa
Salaried GPs: Drs M Malden, R Johnson, F Bellas, A Elhag, T Chaudhry, M Shafique, U Mbaneme, H Emuh, Y Khan
Management Partner:  Mr S P Donlan
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