Sunlight Group Practice
Complaints & Comments Leaflet
Sunlight Group Practice is always looking for ways to improve the service 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.  We try to offer Patients the best possible service, however, if you are unhappy about anything; please let us know as soon as possible. We have a Practice Complaints & Comments Procedure as part of the NHS system for dealing with complaints. 
How to complain
We hope that most problems can be sorted easily and quickly, often at the time they arise and with the person concerned. If your problem cannot be sorted out in this way and you wish to make a complaint, we would like you to let us know as soon as possible - ideally, within a matter of days or at most a few weeks - because this will enable us to establish what happened more easily – but the usual time limit is 12 months from when the incident happened or from when you discovered that you have a problem arising from something that happened longer ago.  You can choose to let us know about your concerns;
a. [bookmark: dcam_2D18221_308][bookmark: dcam_2D18221_309]verbally in person
b. [bookmark: dcam_2D182211_30]verbally over the telephone
c. [bookmark: dcam_2D1822111]by e-mail cmicb-wi.complaintssunlight@nhs.net 
d. [bookmark: dcam_2D1822112]by letter

What we shall do
We shall acknowledge receipt of your complaint within three working days.  We will work on a full response and aim to;
· Find out what happened and what went wrong. 
· Make it possible 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 we can do to make sure the problem does not happen again. 
· Write to you on completion of a complaint investigation explaining how it has been resolved, what appropriate action has been taken. 
· If your complaint relates to an outside agency within the Practice, your complaint will be forwarded to the relevant service
· We aim to respond in a way that is timely and appropriate.  We will let you know how long it is likely to take us to investigate and respond and, if we then need longer, we will keep you informed of our progress

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. A note signed by the person concerned will be required unless they are incapable of providing this due to illness or disability.
Need Further Help?
Patients and their representatives who have any queries or concerns about treatment which is provided can also contact the Patient Advice and Liaison Service (PALS) Team.
What will PALS do?
· Provide you with information about the NHS and help you with any other health related enquiries
· Help resolve concerns or problems when you are using the NHS
· Provide information about the NHS complaints procedure and how to get independent help if you decide you may want to make a complaint
· Provide you with information and help introduce you to agencies and support groups outside the NHS
· Inform you about how you can get more involved in your own healthcare and the NHS locally
· Improve the NHS by listening to your concerns, suggestions and experiences and ensuring that people who design and manage services are aware of the issues you raise
To contact WIRED PALS please call 0800 054 2137 or 0151 363 3948 (staffed Monday to Friday 9am – 4.30pm) or email WirralPals@wired.me.uk
Or you can send an email to NHS Wirral CCG PALS via in touch email address intouch@wirral.nhs.uk (any concerns we receive by post or on any other number are passed to PALS at Wired for investigation).
Who else can help?
The choice about who you want to deal with your complaint remains your decision.

You may want NHS England to deal with your complaint
NHS England may be contacted:-
· via telephone on 0300 311 2233
· via email: england.contactus@nhs.net
· or via post:
	
	NHS England
	PO Box 16738
	Redditch
	B97 9PT





Complaining to the Parliamentary and Health Services Ombudsman
We hope that if you have a problem, you will use our Practice Complaints Procedure. We believe this will give us the best chance of putting right whatever has gone wrong and an opportunity to improve our Practice.
However.  If you remain dissatisfied after our response, then you can complain to the Parliamentary and Health Service Ombudsman. 
Helpline 0345 015 4033 Monday to Thursday 8.30am to 5.00pm | Friday 8.30am to 12pm.
Complaints to the Ombudsman should be made within twelve months

















Comments & complaints form

Name:  ……………………………………………………………………………………………..

Address: ……………………………………………………………………………………………

Telephone: …………………………………………………………………………………………..

Date of Complaint / or Comment ………………………………………………………………….

Details: …………………………………………………………………………………………………..
…………………………………………………………………………………………………………….
……………………………………………………………………………………………………………..
……………………………………………………………………………………………………………..
………………………………………………………………………………………………………………
………………………………………………………………………………………………………………
……………………………………………………………………………………………………………….
………………………………………………………………………………………………………………..
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
…………………………………………………………………………………………………………………
Signed ………………………………………………………………………………………………………..
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