Practice Complaints Administrator
                     Mrs N Golding

Practice Complaints Lead Personnel
    Mr J Dugdale and Miss E Stott

                 Responsible GP
                      Dr E Taylor

 All complaints in the first instance          
            Should be directed to:
   Fearnhead Cross Medical Centre
              25 Fearnhead Cross
                    Warrington
                      Cheshire
                     WA2 0HD
         Tel 01925 847007/847008
We always try to give you the best service possible, but there may be times when you feel that this has not happened

This leaflet explains what to do if you have a complaint, comment or concern about the services we provide for you
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The Practice has a procedure for dealing with complaints, comments and concerns made by our patients or their representatives. If you have a complaint or concern about the service you have received from any member of the team working in the Practice, please let us know

HOW TO COMPLAIN
We hope that most problems can be sorted out easily and quickly, often at the time they arise and with the person concerned. However, if your problem cannot be sorted out in this way and you wish to make a complaint, we would like you to let us know as soon as possible as this will enable us to establish what happened more easily

WHO TO COMPLAIN TO
If you wish to complain you should contact a member of the complaints team. The complaints team is on the back of this leaflet
You may write, telephone, email or make an appointment to discuss your problem. Alternatively you may give the details to a receptionist who will ensure that your complaint is passed on to one of the above 


COMPLAINING ON BEHALF OF SOMEONE ELSE
Please note that we have to respect our duty of confidentiality to patients and a patient’s consent will be necessary if the complaint is not made by that patient in person





WHAT WE WILL DO
We will acknowledge your complaint within 3 working days and aim to investigate your complaint as soon as possible. We shall then be in a position to offer you an explanation or a meeting with the people involved. 

WHEN WE INVESTIGATE WE AIM TO:
· Find out what happened and what went wrong
· Make it possible for you to discuss the problem with those concerned, if you would like this
· Make sure you receive an apology where it is appropriate
· Identify what we can do to make sure that the same thing does not happen again


WHAT HAPPENS IF I PREFER TO COMPLAIN DIRECTLY TO THE COMMISSIONING ORGANISATION?  

NHS Cheshire and Merseyside complaints process and policy can be found on their website: https://www.cheshireandmerseyside.nhs.uk/contact/complaints/
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