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Complaints Procedure

Our Commitment to You
We are committed to providing high-quality care and services. We welcome feedback and take complaints seriously, as they help us learn and improve. We aim to deal with complaints promptly, fairly and compassionately.
This procedure follows the Northern Ireland Public Services Ombudsman (NIPSO) Model Complaints Handling Procedure for Health and Social Care.

What is a Complaint?
A complaint is:
“An expression of dissatisfaction by one or more   members of the public about our action or lack of action, or about the standard of service provided by or on behalf of the practice.” 

You can complain yourself, or someone can complain on your behalf with your consent.

How to Make a Complaint
You can raise a complaint in any of the following ways:

· In person
· By telephone
· By email
· In writing

Our Two-Stage Complaints Process
Stage 1 – Frontline Response
We aim to resolve concerns quickly where possible.

· We will acknowledge and respond within 5 working days
· In exceptional circumstances, this may be extended by a further 5 working days
· Many complaints can be resolved through explanation, an apology, or immediate action
· If resolved at this stage, a written response is not required unless you request one

If you are not satisfied with the outcome, you can ask for your complaint to move to Stage 2. You have at least 30 days to request this.

Stage 2 – Investigation
If your complaint is not resolved at Stage 1, or is complex, it will be investigated.

· We will acknowledge your complaint within 3 working days
· We aim to provide a full response within 20 working days
· If more time is needed, we will explain why and keep you updated
· The investigation will be fair, proportionate and, where possible, carried out by someone not involved in the issue
You will receive a written response explaining:

· What we found
· Any action taken
· An apology where appropriate
· What we have learned

This will be our our final response.


After We Have Responded
If you would like clarification about our response, we are happy to explain it. However, this does not reopen the complaint.

If You Remain Dissatisfied
If you are still unhappy after Stage 2, you can contact the Northern Ireland Public Services Ombudsman (NIPSO).

NIPSO Contact Details:

· Website: www.nipso.org.uk
· Freephone: 0800 34 34 24
· Telephone: 028 90 233821
· Email: nipso@nipso.org.uk

NIPSO is independent and free to use.


Support and Accessibility
We want to make it easy for everyone to complain.
We can:

· Accept complaints verbally
· Help write your complaint
· Arrange interpreters or alternative formats
· Make reasonable adjustments where needed

Please let us know how we can support you.
Confidentiality and Respect
All complaints are handled confidentially and will not affect your care. We expect our staff to treat patients with courtesy and respect, and we ask the same in return.

Learning from Complaints
We record and review complaints to identify learning and improve our services. We may share anonymised examples of improvements made as a result of patient feedback.


Practice Contact for Complaints
Complaints Lead: Practice Manager, Emma McMurray
Telephone: 02894 413910
Email: emma.mcmurray@gp.hscni.net





. . . . . . . . . . . . . . . . . . . . . . . . . . . .  

                                    . . . . . . . . . . . . . . . . . . . . . . . . . . . .  

