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If you remain dissatisfied with the response from the Practice then you have the right to refer your complaint to the Health Service Ombudsman. They would require a clear statement of what issues remain outstanding. 





The Parliamentary & Health Service Ombudsman


Millbank Tower, 


Millbank, 


London SW1P 4QP


Telephone: 0345 015 4033  


Email: � HYPERLINK "mailto:phso.enquiries@ombudsman.org.uk" �phso.enquiries@ombudsman.org.uk�

















Kingsnorth Medical Practice 


Ashford Road


Kingsnorth


Ashford


Kent TN23 3ED





A guide to Kingsnorth Medical Practice compliments, comments, concerns & complaints policy
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If you have a complaint or concern the quickest way to resolve it is to speak to a member of the Practice team and they will endeavour to resolve the problem straight away. If the situation cannot be resolved the Manager will undertake to investigate the matter further. 








What happens next?








Kingsnorth Medical Practice aim to deliver excellent care and treatment to everyone and would welcome your feedback about our services. We would like to hear from you if you think we have done something well or if you have a suggestion on how we can make improvements to our services. We know there will be times when we fall short of the level of care you expect and we would like to know if you are unhappy with our service.





We would encourage you to speak up and provide us with your views; this can be to any member of staff including the Doctor, a Nurse, Receptionist or a Manager. If you prefer, please give your feedback in writing by; sending a letter to the address on the front of this leaflet, completing the patient feedback form available on our website or in our Reception area, alternatively you can send an email to the Practice. Your feedback can also be passed on to Kingsnorth Medical Practice through our Patient Participation Group.





Your views are important as the information you provide will help us to improve our services. We aim to provide an open culture where patients feel comfortable about sharing their experiences. Patients will always be treated fairly, politely and with respect.











When something goes wrong
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What happens next?








The Manager will contact the patient within 3 days of the complaint being made and discuss the way forward. 





Your complaint will be investigated within an agreed timescale and you will be kept informed of the progress and the final outcome.








What other options do I have?








When another organisation is involved in the complaint, we aim to provide you with a co-ordinated response covering all aspects of the issues raised. If the complaint is solely about a third party, we may seek your agreement to pass on the complaint to them.








A complaint involving another organisation








Who can make a complaint? 





Complaints can be made by anyone including; young people, a family member, carer, friend, or your local MP. A third party can complain on your behalf with your written consent.





The NHS Complaints Guidance normally only deal with complaints made within 12 months of the event or within 12 months of finding out you have cause to complain. The time limit may be waived if there are good reasons why you were not able to complain earlier and an effective investigation can still be carried out.





Once our investigation has been concluded, a letter will be sent to you detailing the outcome and any actions taken. We aim to resolve all aspects of your complaint at this stage; however, if you remain unhappy we will provide you with the details of the Parliamentary and Health Service Ombudsman. The Ombudsman will undertake to provide an independent and impartial review only once all issues have been fully investigated by the Practice.








Complaints can be directed to the Complaints Manager at the Kent and Medway Clinical Commissioning Group (CCG) rather than the Practice and they may undertake to oversee the complaint. In some cases, with your consent, they may refer your complaint back to the Practice. The CCG is obliged to notify the Practice about complaints received. 








The time limits for making a complaint





The outcome and final response











