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Making a complaint about medical treatment

The NHS Complaints Procedure governs complaints against your GP and any hospital treatment, and

applies should you be dissatisfied with any element of your treatment.

The Complaints Procedure has two stages:

1. Local Resolution

2. Independent Professional Review

Generally your complaint will be about inadequate service, poor treatment in hospital, rudeness or
discourtesy of staff, or a clinical error.

Local Resolution

The Complaints Procedure is divided into two categories, minor complaints and more serious complaints.

¢ Minor Complaints
Minor complaints are often dealt with orally with the person to whom the complaint is made. They can often
be dealt with by the person involved, so rarely need further input from the hospital management or GP

practice.

e Serious Complaints
At each Hospital Trust or GP Practice there will be a Complaints Manager who is responsible for dealing with
your complaints, and who usually works in the Chief Executive’s Department. You can make your complaint
orally but we advise that you make your complaint formally in writing, to the Complaints Manager or Chief

Executive. They must respond in writing or arrange a meeting to see you.

Many NHS Trusts have PALS (Patient Advice and Liaison Service) Officers. They are based on hospital
premises and will help ensure that your complaint is correctly addressed. They will advise you about
procedures but will not resolve the complaint directly.
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The reply that you receive from the Complaints Manager should include a full explanation as to what has
happened. If considered appropriate, an apology may be offered. The hospital may also specify what
preventative steps have been taken to stop the same thing happening again. If you remain dissatisfied with
the way the Hospital Trust or your GP have dealt with your complaint, you can ask for your complaint to be
taken to the second stage. You should note that there is no right to do so in all cases, and each request is

decided on its merits.

Independent Panel Review (IPR)
This involves a request for an independent professional to be called in to assess your complaint. The
hospital or GP will appoint someone called a Convenor who deals with all requests for an IPR. They will

decide whether an IPR is required and if so, will arrange the review and people to sit on the Review Panel.

A review is not a formal hearing but the Panel looks at the facts and is then obliged to prepare an interim

report. This report will be sent to you for comment before a final report is prepared.

The Chief Executive of the Trust will normally write to you with the outcome of the IPR when the final report

has been completed. The IPR process can be slow, often taking many months.

Time Limits

There are time limits within which a complaint should be made:

= Within six months of the date of the incident
= Within six months of the date of discovering the problem, provided it is within twelve months of the

incident

Complaints outside the time limit may be investigated but only at the discretion of the health care provider.

The Health Service Ombudsman

If you remain dissatisfied with the outcome of your complaint, you can write to the Health Service
Ombudsman, setting out the grounds for concern. The Health Service Ombudsman will then decide whether
or not your complaint should be reviewed. The Health Service Ombudsman can investigate clinical error as
well as problems with the administration of the Complaints Procedure.

If you would like further information about the Complaints Procedure, please contact one of our staff in the
‘Our People’ section of our website, or go to the links for AVMA or ICAS.




