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COMPLAINTS PROCEDURE
What to do if you have a complaint
We make every effort to give the best service possible to everyone who attends our practice. However, we are aware that things can happen resulting in a patient feeling that they have a genuine cause for complaint. If this is so, we would wish for the matter to be settled as quickly and amicably as possible.
In the first instance please ask to speak to the Assistant Practice Manager who will assist you. If the Assistant Practice Manager is not immediately available arrangements will be made for you to speak to another Manager within 24 hours. If you do not wish to talk to someone you may put your complaint in writing to The Practice Manager, Sleaford Medical Group, 47 Boston Road, Sleaford NG34 7HD.
Please be aware that to make a complaint of a confidential nature on someone else’s behalf you will need written consent from the person you wish to represent. This does not apply to your own children below the age of 16 but does apply to dependants over 16.
Next Steps
Normally complaints of a clinical nature are dealt with by a Doctor or Nurse but may initially be investigated by the Practice Manager.  Complaints of an administrative nature are normally dealt with by the Practice Manager but initially may be investigated by the Assistant Practice Manager. Your discussion with the Manager is intended for you to explain the basis for your complaint and for us to listen and take details of your complaint. It would be useful if you could provide dates, times and the names of who was involved in your complaint. Quite often complaints are resolved at this initial stage. However, if the complaint is more serious or complex it may require further investigation and time to complete this investigation.

Once the investigation is complete we will normally write to you, or telephone if you prefer, with an explanation. A matter requiring investigation may take up to 10 working days (up to 15 working days for complaints of a clinical nature) but if this is not possible we will keep you informed and agree an extension to this timescale.
Dissatisfaction
If you are not happy with the outcome of your complaint it does not affect your right to pursue your complaint through the Complaints Team at NHS Lincolnshire or to seek assistance from the Independent Complaints Advocacy Service (ICAS) or the Patient Advice & Liaison Service (PALS)

who can play a part in helping you make a complaint. The contact addresses and telephone numbers for these are as follows:

NHS Lincolnshire

ICAS




PALS
Cross O’Cliff


Unit 14, Evans Business Centre
Email: info@lincspals.nhs.uk
Bracebridge Heath

Gateway Park




LINCOLN


LINCOLN
LN4 2HN


LN6 9UH
Tel 01522 513355

Tel 0808 802 3000


Tel: 0845 602 4384
We sincerely hope that you won’t ever need to use this Complaints Procedure. However, the service is in place should you need it. We also hope that its existence will be viewed positively and a further endorsement of our aim to provide you with a caring and efficient service.
Alison Lowerson, Practice Manager                                                     www.sleafordmedicalgroup.co.uk

