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How to complain to Latham House Medical Practice.
You have the right to make a complaint about any aspect of the care, treatment or service you receive from Latham House Medical Practice, and this is firmly written into the NHS constitution.

The information in this booklet will guide you through our procedure and processes.

At Latham House Medical Practice we encourage feedback because it is used to help us improve our services and care to patients.

Practice Complaints Procedure:

If you are unhappy with any aspect of the care, treatment, or service you have received from Latham House Medical Practice, it’s often worthwhile discussing your concerns early on with us as we may be able to resolve your issue through a conversation.

Most problems can be dealt with quickly, but in some cases, you may feel more comfortable speaking to someone not directly involved in your care.  In this instance or if you wish to escalate your concerns we would welcome your feedback in writing.
We operate a Practice Complaints Procedure as part of the NHS system for dealing with complaints. Our complaints procedure meets Department of Health guidelines introduced in April 2009, which combines the new reforms to Health & Social Care. All complaints figures are reported to the ELRICB, in line with government guidance.
You may also wish to contact POhWER, NHS Complaints Advocacy Service for support with your complaint.
 POhWER provide a free, confidential, and independent service to support people with their NHS complaint. 
POhWER can be contacted in the following ways: Telephone: 0300 200 0084 or by email: pohwer@pohwer.net. Their website address is: www.pohwer.net/leicestershire
You have the right to complain to the practice directly or through NHS England.
In the Health & Social Care complaints process the stages are:

· Local resolution

· Investigation

· Independent review panel

· Where a complainant is dissatisfied with response to their complaint, they may approach the Health Service Ombudsman for independent consideration.
How to make a Complaint:

We hope that we can resolve most problems easily and quickly, directly with the patient at the moment they arise. If we are unable to resolve the situation, then a guidance leaflet and our complaint form can be obtained from Reception enabling you to progress your complaint.  

Our aim is to provide patients with the highest possible standard of service. 
All formal complaints should be made in writing so the Practice can address your specific concerns.  We will acknowledge your complaint in writing and provide you with information that explains our complaints procedure.
Our Commitment to you:

We will acknowledge your complaint within three working days. 
Our aim is to have investigated your complaint within a reasonable time span from the date you raised your concern.  
Following investigation, we will then offer you an explanation or arrange a meeting with the people involved, if appropriate. If there is a delay in responding, we will notify you.
We will confirm that a full investigation has taken place, ensuring any necessary action has been taken and confirm this in writing to you.
During the investigation we will:

1) Find out what happened. 
2) Ask for any clarification from you, if required
3) Ensure you receive an explanation, a summary of our actions and an apology.
4) Learn from the experience to ensure the problem does not happen again.
5) Advise you as to whom you should contact if you wish to refer to a higher authority.
Complaints on behalf of someone else:
We take our responsibility for patient’s medical confidentiality very seriously.  If you are making a complaint on behalf of someone else, we will require evidence that you have obtained their permission to do so.  Our complaints form has a section for them to sign to confirm their authority for you to make a complaint on their behalf. 
What to do if you need further advice or are unhappy with our response:

If you would like further assistance with your complaint, you can contact East Leicestershire and Rutland ICB Customer Services. 
The NHS Complaints Advocacy Service is also available to support people through the complaint’s procedure.  The NHS Complaints Advocacy can be contacted on Telephone on 0300 456 2370.  Contact details: 
POhWER, P.O. Box 14043, Birmingham, B6 9BL

Text – send your name and number to 81025, 

Email – pohwer@ pohwer.net  
If you are unhappy with the local resolution and our response to your complaint (either from the practice or NHS England) you have the right to take the case to the Health Service Ombudsmen.
Confidentiality and Monitoring:
Your complaint with stay confidential.
Personal information about you will not be shared with anyone outside the Practice unless you give express permission for this to happen. You will be asked on the complaints form if you allow us to report (anonymously) the complaint details to the East Leicestershire and Rutland ICB (ELRICB) in our annual complaints return. 
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