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Introduction 

Policy statement 
 

This Policy and Procedure complies with The Local Authority Social Services and National Health 
Service Complaints (England) Regulations 2009, introduced on 1st April 2009 across health and 
social care. 
 
The Practice will take all reasonable steps to ensure that its staff are aware of and comply with this 
Procedure. 
 
The Practice has nominated the Business Manager as its Complaints Manager, to be responsible 
for managing the procedures and for handling and dealing with the complaints in accordance with 
the Policy and Procedure. 
 
The Practice has nominated Dr Glen Micklethwaite (Senior Partner) as its Responsible Person, to 
be responsible for ensuring compliance with the Policy and Procedure, and in particular ensuring 
that action is taken, if necessary, in the light of the outcome of a complaint. 
 
The Practice will take all reasonable steps to ensure that patients are aware of: 
 
The Complaints Procedure 

 
The roles of the Practice, NHS England, the Clinical Commissioning Group (CCG) and the Health 
Service Ombudsman regarding patient complaints. This includes the alternative facility for the 
patient to complain directly to the CCG instead of making their complaint to the Practice, as well as 
their right to escalate their complaint to the Health Service Ombudsman when they are dissatisfied 
with the initial response. 

N.B. ALL escalations must be directed to the Health Service Ombudsman  
 

Their right to assistance with any complaint from the Patient Advice and Liaison Service (PALS); 
The Independent Complaints Advocacy Service (ICAS); Citizens Advice Bureau, NHS Choices and 
the Care Quality Commission 

 
The Practice Complaint Procedure is available upon request and can be found online on the practice 
website at www.VoyagerFamilyHealth.co.uk  

 
Patient complaints may be made via telephone, in person or in writing 
 
All complaints will be treated in the strictest confidence 
 
Patients who make a complaint will not be discriminated against or be subject to any negative effect 
on their care, treatment, or support. 
 
Where a complaint investigation requires access to the patient's medical records and involves 
disclosure of this information to a person outside the Practice, the Complaints Manager, will inform 
the patient or person acting on their behalf. 
 
The Practice will maintain a complete record of all complaints and copies of all related 
correspondence. These records will be kept separately from patients' medical records. 
 
 

http://www.voyagerfamilyhealth.co.uk/
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Status 

 

The organisation aims to design and implement policies and procedures that meet the diverse 
needs of our service and workforce, ensuring that none are placed at a disadvantage over others, 
in accordance with the Equality Act 2010. Consideration has been given to the impact this policy 
might have in respect to the individual protected characteristics of those to whom it applies. 
 
This document and any procedures contained within it are non-contractual and may be modified or 
withdrawn at any time. For the avoidance of doubt, it does not form part of your contract of 
employment. 

Training and support 
 

The organisation will provide guidance and support to help those to whom it applies understand 
their rights and responsibilities under this policy. Additional support will be provided to managers 
and supervisors to enable them to deal more effectively with matters arising from this policy. 

Scope 

Who it applies to 
 

This document applies to all patients and employees of the organisation.       

Why and how it applies to you 
 

Most problems can be sorted out quickly and easily, often at the time they arise with the person 
concerned and this may be the approach you try first. Where you are not able to resolve your 
complaint in this way the following policy applies.   

If you are a registered patient, you can complain about your own care. You are unable to complain 
about someone else’s treatment without their written authority. For further information please refer 
to the section on Complaining on Behalf of Someone Else, further down in this document. 

How to make a complaint 

If you wish to make a formal complaint you should do so, preferably in writing (although verbal 
complaints will also be taken just as seriously), as soon as possible after the event and ideally 
within a few days, as this helps us to establish what happened more easily. All complaints should 
be raised within 12 months of the incident, or within 12 months of your discovery of the incident. 
 
Please address your written complaint to the Complaints Manager at: 
Voyager Family Health 
Farnborough Centre for Health 
Southwood Business Park 
Apollo Rise 
Hampshire 
GU14 0NP 
 
Or telephone 01252 545078 to request a call back. 
 
It may be possible to make your complaint in person if the Complaints Manager is available. 
 
Please include as much detail as you can. 
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Receipt and acknowledgement of a complaint 

 

We look to settle complaints as soon as possible.  We will acknowledge receipt within 2 working 
days and aim to have investigated the matter within 7-10 working days. You may then receive a 
formal reply in writing, or you may be invited to meet with the person(s) concerned to attempt to 
resolve the issue. If the matter is likely to take longer than this, we will let you know, and keep you 
informed as the investigation progresses. 
As such, employees are advised not to book holidays unless their manager has agreed to their 
annual leave request. Should they do so, they may be required to cancel any such holiday, and 
the organisation will not be liable for any expense or inconvenience caused. 
 

Investigation and response 

When looking into a complaint we attempt to see what happened and why, to see if there is 

something we can learn from this and make it possible for you to discuss the issue with those 

involved if you would like to do so.  

The Practice will investigate the complaint quickly and efficiently and as far as reasonably 

practicable, keep the complainant informed of the progress of the investigation. When the 

investigations are complete your complaint will be determined, and a final response sent to you. 

The Practice will send the complainant a response within the relevant period, signed by Dr Glen 

Micklethwaite, the Practice Responsible Person or by the relevant GP to whom the complaint was 

made about.  

 
After the investigation is completed, the Practice will compile a written report which incorporates: 
 

• A summary of each element of the complaint 

• Details of policies or guidelines followed 

• A summary of the investigation 

• Details of key issues or facts identified by an investigation 

• Conclusions of the investigation: was there an error, omission or shortfall by our 
organisation? Did this disadvantage the complainant, and if so, how? 

• What needs to be done to put things right 

• An apology if one is needed 

• Information on what the Complainant should do if they are still unhappy and wish to escalate 
the complaint, including full contact information on the Health Service Ombudsman. 

Where your complaint involves more than one organisation (e.g. Social Services) we will liaise 

with that organisation so that you receive one coordinated reply. We may need your consent to do 

this. Where your complaint has been sent initially to an incorrect organisation, we may seek your 

consent to forward this to the correct person to deal with. The final response letter will include 

details of the result of your complaint and your right to escalate the matter further if you remain 

dissatisfied with the response. 

Complaining on behalf of someone else 

We keep to the strict rules of medical and personal confidentiality. If you wish to make a complaint 
and are not the patient involved, we will require the written consent of the patient to confirm that 
they are unhappy with their treatment and that we can deal with someone else about it.  Where the 
patient is incapable of providing consent due to illness or accident it may still be possible to deal 
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with the complaint. Please provide the precise details of the circumstances which prevent this in 
your covering letter. 

Please note that we are unable to discuss any issue relating to someone else without their 
express permission, which must be in writing, unless the circumstances above apply. We may still 
need to correspond directly with the patient or may be able to deal directly with the third party, and 
this depends on the wording of the authority provided. 

Complaints Register 

To ensure the Practice monitors, handles and reviews complaints in a logical and timely manner, 

and to keep an audit trail of steps taken and decisions reached, the Practice records all complaints 

received on a dedicated complaints register 

Annual review of complaints 

In line with National Guidance, the Practice will supply the following information to NHS England: 
 

• The number of complaints received 

• The number of cases referred to the Ombudsman 

• The issues that these complaints raised 

• Whether complaints have been upheld 

Escalating a Complaint 

If you do not feel that we have handled your complaint sufficiently then you have the right to 
contact the Parliamentary Health Service Ombudsman. 

The Parliamentary and Health Service Ombudsman 
Millbank Tower 
Millbank 
London 
SW1P 4QP 
Tel: 0345 0154033 
Website: https://www.ombudsman.org.uk 

 
 

 

https://www.ombudsman.org.uk/

