New Park Medical Practice

Practice Based Complaints System

The main aim of the Practice will be to always try and deliver the best standard of care possible. However there may be occasions where the level of service experienced is not of the standard expected by the patient. In order to assist in such situations the Practice has drawn up the following code.

1. Patients are advised of the Practice Complaints/Suggestion system via a notice displayed in the main waiting area. Forms are provided beside the Suggestions Box in the waiting area for patients’ use. 

2. If a patient approaches reception to make a complaint, the Office Manager (OM), or in her absence the Practice Manager (PM) should be informed immediately. The attending Manager will then attempt to resolve the matter as effectively and efficiently as possible. A written record of the meeting will be made and all such records kept for six years.

3. The Office Manager will in the first instance deal with complaints/ suggestions relating to the appointments system or reception. Complaints/ suggestions relating to clinical care, will be dealt with by the Practice Manager, in conjunction with the relevant Partner. 

4. On receipt of a written complaint a letter of acknowledgement will normally be sent within two working days.

5. Early Resolution – 5 working days.  For issues that are straight forward and easily resolved, requiring little or no investigation.  Apology, explanation, or other action to resolve the complaint quickly, in 5 working days or less, unless there are exceptional circumstances.  Complaints addressed by Office Manager.  Complaint details, outcome and action taken recorded and used for service improvement.

6. Investigation – 20 working days.  For issues that have not been resolved at the early resolution stage or that are complex, serious or ‘high risk’.  A definitive response provided within 20 working days following a thorough investigation of the points raised.  Ability to extend the timescale.  Responses signed off by Practice Manager.  Information gathered used to improve services.
7. Where a complaint has not been resolved to the Patient’s satisfaction, the patient will be informed of their right to obtain an Independent Review from the Scottish Public Services Ombudsman.  The SPSO will assess whether there is evidence of service failure, maladministration and issues in respect of clinical judgement.  The SPSO will also assess how the complaint has been handled by the Practice.
8. At the end of each quarter the Practice Manager completes and forwards the Health Board quarterly return relating to Practice complaints. These figures are then discussed at the next Practice Business meeting, the aim being to address potential improvement opportunities.
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