
COMPLAINING TO OTHER 
AUTHORITIES
The Lakes Medical practice hopes that if you have a problem you will use the practice Complaints Procedure. However, if you feel you cannot raise your complaint with us, or you are not satisfied with our final response from the practice, please contact NHS England, who commission our service.
NHS England 
Tel: 0300 311 22 33 (Monday to Friday 8am to 6pm, excluding English Bank Holidays)

Address: 
Complaints manager,

NHS England

PO Box 16738

Redditch, B97 9PT

Email: england.contactus@nhs.net

Website: http://www.england.nhs.uk/contact-us/complaint/ 
OMBUDSMAN
If you are not satisfied that your concerns have been resolved by NHS England, you can refer your complaint to the Parliamentary and Health Service Ombudsman who investigates complaints about the NHS in England.
The Ombudsman’s Complaints Helpline
Tel:  0345 015 4033 
Website:  http://www.ombudsman.org.uk 
Textphone (Minicom): 0345 0154033.

ADVOCACY – HELPING YOU WITH YOUR COMPLAINT
Best Life Advocacy provided by People First Cumbria can guide and support you through the complaints process. They can help you put your complaint in writing and attend meetings with you, but they do not investigate complaints.

Tel: 03003 038 037 

Website: www.bestlife.org.uk
CONTACTING THE CARE QUALITY COMMISSION

If you have a genuine concern about a staff member or regulated activity carried on by this Practice then you can contact the Care Quality Commission on 
Tel: 03000 616161
Website:  www.cqc.org.uk 
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OUR MISSION STATEMENT

The Lakes Medical Practice aims to deliver high     quality patient care and encourage personal well-being through good communication, co-operation and team work.  We aspire to provide efficient and professional health care services, in a happy working environment, which respects people and is based on achievable and realistic goals.

PRACTICE COMPLAINTS PROCEDURE

Most medical care and treatment goes well, but things occasionally go wrong, and you may want to complain. So where do you start? 
If you have a complaint about the service you have received from any member of staff working in this practice, please let us know. The practice operates a Complaints Procedure as part of the NHS system for dealing with complaints. 
The NHS Constitution explains your rights when it comes to making a complaint. You have the right to:

· have your complaint dealt with efficiently, and properly investigated,
· know the outcome of any investigation into your complaint,

· take your complaint to the independent Parliamentary and Health Service Ombudsman if you're not satisfied with the way the NHS has dealt with your complaint,
· make a claim for judicial review if you think you've been directly affected by an unlawful act or decision of an NHS body, and

· receive compensation if you've been harmed
HOW TO COMPLAIN

1. Informal – Often a simple query can be resolved by asking the person involved or by contacting the surgery to ask a question, which may in turn answer any concern or query you may have. If you feel your query will take little 
               more time to discuss or your require a more in
               depth answer but still wish to keep things 
               informal please Email: 
               nencicb-cu.lmp@nhs.net 
and your message will be passed to the appropriate member of the team.
2. Formal: If you would like us to log your complaint as formal, please follow our formal complaints procedure, and  advise us of the details by E-Mail: nencicb-cu.lmp@nhs.net 
Please mark subject: Formal Complaint
In writing:  Please address your letter to the Practice Management Team

Telephone: Main practice number and state you wish OUTLINE details to be taken relating to a formal complaint. The call handler may have to put you through to a colleague to take details. We would ask that you avoid peak times such as 8-10am and 4-6.30pm. They will only be able to log BRIEF details and will not be able to offer any response.
PLEASE NOTE: We cannot take details verbally at the reception desk in order to maintain confidentiality. 

If it is not possible to raise your complaint immediately, please let us have details of your complaint within the following timescales:

· Within 12 months of the incident that caused the problem

OR

·  Within 12 months from when the complaint comes to your notice 

PLEASE NOTE:
If you make a complaint it is practice policy to ensure you are not discriminated against, or subjected to any negative effect on your care, treatment or support.

WHAT WE WILL DO (Formal Complaints):

Acknowledge your complaint within three working days and request further details if we only have outline information. We then aim to have looked into your complaint within 28 working days of the date you raised it with us. 

The Practice may arrange a meeting or telephone call with you to discuss the process or outcome of the complaint.
When the practice looks into your complaint it aims to:

· Ascertain the full circumstances of the complaint

· Make arrangements for you to discuss the problem with those concerned if necessary.
· Make sure you receive an apology, where this is appropriate.

· Identify what steps the practice may need to make to improve services. 
COMPLAINING ON BEHALF OF 
SOMEONE ELSE (Third Party)
Please note:  The Lakes Medical Practice keeps strictly to the rules of medical confidentiality. We are unable to accept a complaint from anyone other than the patient or confirmed patient representative, unless the patient lacks capacity due to illness or disability.


