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PATIENT COMPLAINT PROCEDURE 


If you have a complaint or concern about the service you have received from a doctor or nurse or any other personnel working at Dorset Private GP, please let us know. 

HOW TO COMPLAIN


We hope that we can resolve most issues quickly and easily and at the time they arise. We would like to hear from you as soon as possible by telephone, email, letter or in person if you are in any way not satisfied with a service we have provided. A member of the administration team will endeavour to help you as quickly as possible.
If you wish to make a formal complaint to the Clinic Manager, please send an email or letter addressed to Melissa Middleton (contact address details are below). Please provide as much detail as you can regarding your complaint, including; dates and times of appointments or conversations and any names of staff involved. All complaints should be submitted within 12 months of the incident that caused the problem; or within 12 months of discovering that you have a problem.
Clinic Manager: Melissa Middleton

Email Address: melissa.middleton@dorsetprivategp.co.uk
Postal Address: 7 Poole Road, Bournemouth, BH2 5QR
COMPLAINING ON BEHALF OF SOMEONE ELSE

We keep strictly to the rules of medical confidentiality (a separate leaflet giving more detail on confidentiality is available on request). If you are not the patient but are complaining on their behalf, you must have their permission to do so. An authority signed by the person concerned will be needed unless they are incapable (because of illness or infirmity) of providing this. 
A Patient Consent Form is provided below.

WHAT WE WILL DO

We will acknowledge your written complaint within 3 working days and aim to have fully investigated within 10 working days of the date it was received.  If we expect it to take longer, we will explain the reason for the delay and tell you when we expect to finish. When we look into your complaint, we will investigate the circumstances, make it possible for you to discuss the problem with those concerned, make sure you receive an apology if this is appropriate, and take steps to make sure any problem does not arise again. You will receive a final letter setting out the result of our investigation.

TAKING IT FURTHER
If a resolution cannot be achieved or you remain dissatisfied with the outcome, then you or Dorset Private GP may refer the matter to an external party called ISCAS (Independent Sector Complaints Adjudication Service).

ISCAS offer an external independent adjudication process which is aimed at bringing about a final resolution of the complaint for both parties. 
ISCAS have a Patient Guide that explains the Independent Adjudication Service for the public. This document is available on the ISCAS website, and a hard copy is sent to complainants upon request.

www.iscas.org.uk
PATIENT CONSENT

IF YOU WOULD LIKE TO MAKE A COMPLAINT ON BEHALF OF A PATIENT, THEN THEIR CONSENT WILL BE REQUIRED. 
PLEASE OBTAIN THE PATIENT’S SIGNED CONSENT BELOW AND SUBMIT THIS ALONG WITH THE WRITTEN COMPLAINT.
I wish for ……………………………………………………………….. to make a complaint on my behalf to Dorset Private GP. 

I fully consent to Dorset Private GP releasing information and discussing my care and medical records with the person named above in relation to this complaint only. 

This authority is for an indefinite period / for a limited period only (delete as appropriate)

Where a limited period applies, this authority is valid until…………………….. (insert date) 
Patient’s Full Name…………………………………………

Signed: …………………………………………………………. (Patient only)

Date: ……………………………………………………………..
