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1. Purpose
Sunniside Surgery is committed to providing a high-quality service and welcomes complaints and feedback as an opportunity to listen, resolve concerns, learn and improve.
All patients have the right to have complaints taken seriously, acknowledged and investigated fairly, confidentially, transparently and without discrimination. Complaints will be handled in a timely and respectful manner, with appropriate communication throughout the process.
This policy applies to all staff, including GPs, nurses, administrative staff, locums, contractors and agency workers.
The policy is based on the Local Authority Social Services and National Health Service Complaints (England) Regulations 2009, Health and Social Care Act 2008 (Regulated Activities) Regulations 2014, Regulation 16, the NHS Constitution, PHSO standards, CQC guidance and relevant professional guidance.
2. Complaints Lead
The Practice Manager, Helen McIntyre, is the responsible person and complaints manager. They are responsible for overseeing complaints, ensuring they are appropriately investigated, recorded and used to identify improvements.
All staff must understand and follow this policy. 
3. Raising a Concern or Complaint
A concern is an issue that can usually be resolved quickly at the time it is raised. Where appropriate, concerns will normally be addressed within 10 working days, with the agreement of the person raising them.
A complaint is an expression of dissatisfaction requiring investigation and a response. There is no distinction between a formal and informal complaint.
Patients may complain in writing. 
Complaints should normally be made to:
Helen McIntyre – Practice Manager
Sunniside Surgery
The practice will provide accessible information about how to complain and will offer reasonable assistance to anyone who has difficulty making a complaint.
Making a complaint will not affect a patient's future care or treatment.
4. Who Can Complain?
A complaint may be made by the patient or, where appropriate, someone acting on their behalf.
A representative may complain where the patient:
· Is under 18.
· Has died.
· Lacks capacity or is unable to complain themselves.
· Has given consent for someone to act on their behalf.
· Has authorised someone through an appropriate Power of Attorney.
· Is represented by an MP acting on their instructions.
Where required, the practice will confirm consent, authority and/or that the representative is acting in the patient's best interests. Confidentiality will be maintained throughout.
Patients may also seek support from an independent complaints advocacy service or Healthwatch.
5. Handling and Investigating Complaints
All complaints will be:
· Acknowledged within 3 working days.
· Recorded on the complaints log.
· Assessed to identify any immediate risks or action required.
· Investigated fairly, impartially and confidentially.
· Assigned an appropriate investigator who has no conflict of interest.
· Kept under review, with the complainant updated on progress.
Investigations will consider relevant records, staff accounts, clinical information and other evidence where appropriate.
Where a complaint involves multiple organisations, the practice will cooperate with the relevant organisations to provide a coordinated response.
Complaints involving locum, agency or external staff will be managed in cooperation with the relevant organisation or individual.
6. Response to Complaints
The practice will aim to provide a written response within 14 working days where possible. Where a full investigation requires longer, the complainant will be kept informed and given an expected timescale.
Where a response has not been provided within six months, the complainant will be informed of the reason for the delay, the expected completion date and their right to contact the Parliamentary and Health Service Ombudsman (PHSO) without waiting for local resolution.
The final response will:
· Address all issues raised.
· Explain the findings clearly and avoid unnecessary medical terminology.
· Be factual, professional, respectful and sympathetic.
· Include an apology where appropriate.
· Explain any action taken or planned to prevent recurrence.
· Explain how the complainant can escalate the matter if they remain dissatisfied.
A complaint response will be reviewed and approved by the responsible person before being issued.
7. Confidentiality and Data Protection
Complaints will be handled confidentially and in accordance with the Data Protection Act 2018 and relevant confidentiality requirements.
Complaint records will be kept separately from the patient's medical record where appropriate and only staff involved in managing the complaint will have access to the information required.
8. Unreasonable or Persistent Complaints
Persistent, unreasonable, abusive or threatening complaints will be managed fairly and consistently in accordance with the practice's relevant policy and local ICB guidance.
Where a complaint refers to potential legal action, the practice will seek appropriate advice, including from its defence organisation or NHS Resolution, where necessary.
9. Duty of Candour and Significant Events
Where a complaint identifies that something may have gone wrong with a patient's care, the practice will consider its professional and statutory Duty of Candour requirements.
Complaints may also identify a significant event or patient safety incident. Where appropriate, these will be investigated through the relevant incident/significant event process, with learning shared across the practice.
10. Learning and Improvement
Complaints will be reviewed regularly to identify:
· Recurring themes and trends.
· Risks to patient safety.
· Training or service improvements.
· Changes required to policies or procedures.
Learning will be shared with staff where appropriate and incorporated into practice improvement.
Healthcare professionals should also reflect on relevant complaints as part of their professional appraisal and revalidation requirements.
11. External Review
Patients should initially raise their complaint with either the practice or the relevant NHS commissioner/ICB. The same complaint should not normally be investigated by both.
If the complainant remains dissatisfied following the local response, they may ask the Parliamentary and Health Service Ombudsman (PHSO) to review the complaint. Information about external escalation will be provided as part of the complaints process.
12. Monitoring and Records
All complaints and relevant concerns will be recorded, monitored and retained in accordance with the practice's records retention requirements.
The practice will maintain appropriate records of acknowledgements, investigations, responses, outcomes and learning, including information required for NHS complaints reporting.
13. Review
This policy will be reviewed regularly to ensure it remains consistent with current legislation, NHS requirements, CQC expectations and local guidance.
Patient Complaints – Quick Guide
We welcome complaints and feedback.
If you are unhappy with any aspect of our service, please contact:
Helen McIntyre – Practice Manager, Sunniside Surgery
You can complain in writing. Please provide as much information as possible about what happened, when it happened and what you feel could have been done differently.
We will:
· Acknowledge your complaint within 3 working days.
· Investigate it fairly and confidentially.
· Keep you informed of progress.
· Aim to provide a response within 14 working days where possible.
· Explain the outcome and any action we have taken.
· Use your feedback to improve our services.
If you need help making a complaint, we can provide information about independent complaints advocacy.
Making a complaint will not affect your care or treatment.
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