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PATIENT INFORMATION LEAFLET - COMPLAINTS
If you have a complaint or concern about the service you receive from our Practice, please let us know.  We operate a Practice Complaints procedure as part of the NHS system for dealing with complaints.  The complaints procedure meets with NHS requirements.

We hope that most matters can be sorted out quickly and informally with the person concerned and at the time they arise and encourage patients their families or carers to try to resolve concerns this way.  If this doesn’t happen and you wish to make a formal complaint, we would like you to let us know as soon as possible.  You can do this by: 
Speaking to a member of our Patient Services Team.  They will ask you to confirm your number and send you the following text message, a copy of this will be kept in your notes:

Dear Patient

We are sorry you felt it necessary to verbally complain and ask that you please put this in writing to harborne.reception@nhs.net
Please provide as much information as you can.

This will then be acknowledged and processed in line with our Complaint Procedure.

Yours Sincerely

Harborne Medical Management Team

You can also write or email the practice, where your correspondence will be acknowledged in the following way, a copy of which will be kept on your notes:
Dear Patient

I can confirm receipt of your complaint dated (xxx) 

We are sorry you felt it necessary to complain as it is not our intention to upset our patients, their families or carers.

This processed in line with our Complaint Procedure and we will contact you in due course with an outcome.

Yours Sincerely

Harborne Medical Management Team

Complaints will then be acknowledged within 7 working days and we endeavour to fully investigate and provide an outcome within 28 days of receipt, although circumstances may not always allow this.
When we look at your complaint, we aim to:
· Find out what happened and what went wrong

· Make it possible for you to discuss the problem with those concerned, if you would like to
· Offer you an apology, where this is appropriate

· Identify what we can do to make sure the problem does not happen again

We see complaints as an opportunity to improve our services and we encourage our patients, families and carers to let us know when we need to do better.   
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