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Suggestions
We welcome any constructive suggestions for future developments within the practice. Please make these in writing and send to Sally Pike, Practice Manager.

Feedback
The practice undertakes an annual patient survey of approximately 300 patients who attended the surgery over a 2-3 week period. The results of these surveys are shared with the whole practice team, the CCG, NHS England, our Patient Reference Group and published on our website. Where possible we try to make adjustments to reflect changes patients indicate they would like to see. At any time of the year we are also happy to receive any constructive comments that patients wish to make about our services. Please address them to Sally Pike at the surgery.

Complaints
We aim to always give the best service possible, but there may be an occasion when you feel that we have not achieved this. If you have a complaint or concern about the services we provide, we hope that you will allow us to investigate and put this right, or rectify any mistakes. Our practice complaints procedure is part of the NHS system for dealing with complaints and meets the national criteria. We are not able to deal with questions of legal liability and/or compensation and our procedures do not affect your right to complain 
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 this is not possible and you wish to make a complaint, please inform us as soon as possible – ideally, within a matter of days or at most a few weeks.  This will enable us to establish what happened more easily.  If this is not possible please let us have details of your complaint within 12 months of the incident that caused the problem. 

If you wish the practice to handle the complaint write to: Sally Pike, Practice Manager, Danes Camp Medical Centre, Rowtree Road, East Hunsbury, Northampton, NN4 0NY
Alternatively you may ask for an appointment with Ms Pike in order to discuss your concerns. She will explain the complaints procedure to you and will ensure that your concerns are dealt with promptly.  It will be a great help if you are as specific as possible about your complaint.
If you do not wish the practice to deal with your complaint 

In the first instance then please contact Tel: 0300 311 22 33
Email: contactus@nhs.net
Postal Address:

NHS Commissioning Board, PO Box 16738, Redditch, B97 9PT
What Happens Next?

Your complaint will be acknowledged within three working days and our aim is to have it investigated and a response sent back as soon as possible however there may be delays if staff are on leave, we will update you in such cases. When we are in a position to offer you a written explanation you will also be invited to meet with the people involved.  On investigation we shall aim to:
● Establish what happened and what went wrong;

● Make it possible for you to discuss the problem with those concerned;

● Make sure you receive an apology, where this is appropriate;






● Identify what we can do to avoid the problem recurring

Complaining On Behalf Of Someone 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.  Written consent from the patient will be required (unless there is incapacity through illness).




What happens if you are unhappy with the explanation?

If you are unhappy with the explanation provided the last stage of the Complaints procedure is for the complaint to be referred to the Parliamentary and Health Ombudsman who can be contacted on their Complaints Helpline between 8.30 and 5.30 Monday to Friday.

 Tel: 0345 015 4033 

or by e-mail phso.enquiries@ombudsman.org.uk 

Visit:- www.ombudsman.org.uk 

Text ‘call back’ with your name and mobile number to 07624 813 005 and they will get back to you

For other languages or formats please contact:  publications@ombudsman.org.uk
You can also contact them in writing at: - 
The Parliamentary Health Service Ombudsman,

 Millbank Tower,

 Millbank,

 London 

 SW1P 4QP
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	LET THE PRACTICE KNOW YOUR VIEWS

Dr Zafar & Partners is always looking for ways to improve the services it offers to patients. To do this effectively, the practice needs to know what you think about the services you receive. Tell us what we do best, where we don’t meet your expectations plus any ideas and suggestions you may have. Only by listening to you can the practice continue to build and improve upon the service it offers.

TELL US ABOUT OUR SERVICE BY COMPLETING THE COMMENTS FORM IN THIS LEAFLET
· Could you easily get through on the telephone?

· 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 the service you have received from any member of staff working in this practice, please let us know. The practice operates a Complaints Procedure as part of the NHS system for dealing with complaints. Our complaints system meets national criteria.

Note: If you make a complaint it is practice policy to ensure you are not discriminated against, or subjected to any negative effect on your care, treatment or support.




	HOW TO COMPLAIN

In the first instance please discuss your complaint with the staff member concerned. Where the issue cannot be resolved at this stage, please contact Sally-Anne Pike, Practice Manager who will try to resolve the issue and offer you further advise on the complaints procedure. If your problem cannot be resolved at this stage and you wish to make a formal complaint please let us know as soon as possible, ideally within a matter of days. This will enable the practice to get a clear picture of the circumstances surrounding the complaint.

If it is not possible to raise your complaint immediately, please let us have details of your complaint within the following timescales:

· Within 12 months of the incident that caused the problem

OR

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

The Practice will acknowledge your complaint within three working days.

When the practice looks into your complaint it aims to:

· Ascertain the full circumstances of the complaint

· Make arrangements for you to discuss the problem with those concerned, if you would like this
· Make sure you receive an apology, where this is appropriate
· Identify what the practice can do to make sure the problem does not happen again


	
COMPLAINTS AND COMMENTS FORM
Name:___________________________________

Address:___________________________________________________________________________

_________________________________________

Telephone:________________________________

Date of complaint / comment:________________

Details:___________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

_________________________________________

Signed:___________________________________
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