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1. Introduction 

 
The purpose of the complaints policy is to explain how Wallington Family Practice 
acknowledges and implements the National Health Service Complaints regulations (2009). 
 
The policy is intended to standardise the handling of complaints 
  

2. Aims  
 
The Complaints Procedure will be easy to understand and simple to use.   
 
It will be accessible to everyone that requires it. 
 
Investigations will be thorough, fair, open and honest.  
 
The practice will learn from the complaint and seek to ensure the circumstances are not 
repeated where this is possible.  
 
Complaints will be responded to in a timely manner allowing sufficient time for a full and 
thorough investigation to take place and taking account of any absences of those involved.  
 
 

3. Definition of a complaint  
 
A complaint is an expression of dissatisfaction or concern about an individual’s care or an 
individual’s experience of a clinical/administrative issue relating to the surgery. This can be 
verbal or written. 
 
Complaints may be made by a patient, their nominated representative or any persons who 
are affected by or likely to be affected by the action, omission or decision of the Practice. 
 

4. Confidentiality 
 
The information about complaints and all the people involved is strictly confidential and is only 
disclosed to those with a demonstrable need to know and /or a legal right to access those 
records under the DPA 2018. 

 
Complaint records are kept separate from clinical records, subject to the need to record 
information which is strictly relevant to their health in the patient’s clinical records 
 

5. Roles and Responsibilities 
 
The Practice manager will normally be responsible for investigating complaints, including 
making contact with the complainant and arranging a meeting with those involved, if 
appropriate. 

 
If the Practice Manager is not available the Partners would take responsibility.  
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6. Procedure 
 
To ensure that the patient’s immediate health care needs are being met. This may require 
urgent action before any matters relating to the complaint are dealt with. If this is the case this 
should be discussed with the patients usual GP, or another GP or suitable clinician if they are 
not available. 
 
All complaints should be directed to the Practice Manager. 
 
If there is likely to be any delay to making a full response due to absence or investigation 
times needed then the complaint should be acknowledged usually within 1 week.  
 
A full response to the complaint would normally be expected to take place within 1 month but 
otherwise at the earliest possible date.   
 
Complaints will be reviewed at the practice meetings where appropriate for general learning.  
 

7. Investigation 
 
The Practice Manager will seek input from anyone involved in the complaint as appropriate.  

 
Where a complainant makes complaints that are judged to be unreasonable, for example 
because they repeat the same complaint where a final response has been issued or repeated 
complaints made about trivial matters, this will be discussed with the Partners. A likely 
solution is that the practice will not respond to each individual complaint provided that it is 
confident that the original complaint has been responded to fully, that the complainant has 
been made aware of how to take the matter further if they wish, and that there is no new 
cause for complaint. 

 
Any disciplinary matters will be dealt with in accordance with the practice’s disciplinary 
procedures. Disciplinary decisions will not be shared with the complainant as they are 
confidential.  
 

8. Response 
 
A response should include; 
 

• An apology if appropriate 

• Details of steps that will be taken to prevent any recurrence of the incident if 
appropriate 

• Information on how to take the complaint to the Health Service Ombudsman if they 
have ongoing concerns  

 
Details on how to contact The Health Service Ombudsman are available at 

https://www.ombudsman.org.uk/ or via the Helpline Tel 0345 015 4033.  
 

9. Complaints about other NHS services 
 
If the Practice receives a complaint that is solely concerned with areas dealt with by another 
health organisation the complaint should be referred to that service. 

 
Where a complaint involves more than one provider the Practice will direct the complainant 
towards the appropriate services i.e. PALS or NHS England as well as the specific services 
and address any elements of the complaint relating to the practice as required and in 
accordance with normal policy as already detailed. 

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

