
  
  
  

There are two stages in complaints 
resolution.   
Firstly, via the Practice, 
 
OR if you feel unable to address your 
concerns with us,  
 
please contact  
The Complaints Manager 
NHS England, PO Box 16738 
Redditch  B97 9PT 
england.contactus@nhs.net, and 
 
Secondly, if you feel unable to resolve 
your complaint with the Practice or 
NHS England, refer to the  
Health Ombudsman  
www.ombudsman.org.uk 
Complaints helpline  
0345 015 4033 

 
 
 
 
 
 
 
 
 
 
 

PPrraaccttiiccee  CCoommppllaaiinnttss  &&  
CCoonncceerrnnss  MMaannaaggeerr  

Kate Mobbs 
Compliance & Operations 

Manager 
 

PPrraaccttiiccee  CCoommppllaaiinnttss  &&  
CCoonncceerrnnss  PPaarrttnneerr  
Dr. Andrew Goode  

  
  

IIff  yyoouu  aarree  uunnhhaappppyy  wwiitthh  tthhee  
sseerrvviiccee  wwee  ooffffeerr  ––  

  
WWee  wwiillll  lliisstteenn    

  
WWee  wwiillll  aacctt    

  
WWee  wwiillll  llooookk  aatt  

iimmpprroovveemmeennttss  ttoo  tthhee  
sseerrvviiccee  wwee  ooffffeerr    
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PPaattiieenntt  IInnffoorrmmaattiioonn  
lleeaafflleett  

  

  
  

CCOOMMPPLLAAIINNTTSS  &&  CCOONNCCEERRNNSS  
PPRROOCCEEDDUURREE  

  
IIff  yyoouu  hhaavvee  aa  ccoommppllaaiinntt  oorr  ccoonncceerrnn  
aabboouutt  tthhee  sseerrvviiccee  yyoouu  hhaavvee  rreecceeiivveedd  
ffrroomm  tthhee  ddooccttoorrss  oorr  aannyy  ooff  tthhee  ssttaaffff  
wwoorrkkiinngg  iinn  tthhiiss  PPrraaccttiiccee,,  pplleeaassee  lleett  uuss  
kknnooww..    WWee  ooppeerraattee  aa  PPrraaccttiiccee  
CCoommppllaaiinnttss  PPrroocceedduurree  aass  ppaarrtt  ooff  aann  
NNHHSS  ssyysstteemm  ffoorr  ddeeaalliinngg  wwiitthh  
ccoommppllaaiinnttss..  OOuurr  ccoommppllaaiinnttss  ssyysstteemm  
mmeeeettss  nnaattiioonnaall  ccrriitteerriiaa..  
  
IIff  yyoouu  wwoouulldd  pprreeffeerr  nnoott  ttoo  mmaakkee  aa  
ffoorrmmaall  ccoommppllaaiinntt  ttoo  tthhee  PPrraaccttiiccee  bbuutt  
wwoouulldd  lliikkee  ttoo  lleett  uuss  kknnooww  ooff  yyoouurr  
ccoonncceerrnnss,,  pplleeaassee  ccoonnttaacctt  uuss  aanndd  wwee  
wwiillll  aaddddrreessss  aannyy  iissssuueess  yyoouu  rraaiissee  vviiaa  
oouurr  rreegguullaarr  iinncciiddeenntt  rreevviieeww  ssyysstteemm..  
  
HHooww  ttoo  mmaakkee  aa  ffoorrmmaall  ccoommppllaaiinntt  
oorr  rraaiissee  aa  ccoonncceerrnn  
We hope that most problems can be 
sorted out easily and quickly, often at 
the time they arise and with the 
person concerned.  If your problem 
cannot be sorted out in this way and 
you wish to make a formal complaint 
or lodge a concern, we would like you 



to let us know as soon as possible, as 
this will enable us to establish what 
happened more easily. Patients may 
complain to the Practice either 
verbally or in writing and have 12 
months in which to make a complaint.  
Complaints and concerns should be 
addressed to 
 
Kamlesh Patel, Practice Manager or 
Kate Mobbs, Operational Manager (at 
the Goring surgery). You may contact 
them by letter (addressed to the 
Goring Surgery). 
The Manager can explain the 
complaints and concerns system to 
you and make sure that any issues are 
dealt with promptly. 
 
WWhhaatt  wwiillll  wwee  ddoo??  
We will acknowledge your complaint 
or concern within three working days 
and aim to have investigated this 
within ten working days of the date it 
was raised with us.  On some 
occasions, we may need to seek 
information from several staff and it 
may, therefore, take longer to send a 
formal response to the issues that 
have been raised.  The Practice 
Manager will write and let you know 
and agree on response timescales. 
When we look into your complaint or 
concern, we shall 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 to do this; 

 make sure you receive an apology, 
where this is appropriate; 

 identify what we can do to make 
sure the problem does not happen 
again. 

 
CCoommppllaaiinniinngg  oorr  rraaiissiinngg  aa  ccoonncceerrnn  
oonn  bbeehhaallff  ooff  ssoommeeoonnee  eellssee 
We keep strictly to the rules of 
medical confidentiality.  If you are 
complaining on behalf of someone 
else, we have to know that you have 
their permission to do so.  A note 
giving this permission, signed by the 
person concerned, will be needed 
unless they are incapable (because of 
illness) of providing this. 
 
IIff  wwee  ccaann’’tt  rreessoollvvee  yyoouurr  ccoommppllaaiinntt  
oorr  ccoonncceerrnn  
We hope that if you have a problem, 
you will use our Practice Complaints or 
Concerns Procedure.  We believe this 
will give us the best chance of putting 
right whatever has gone wrong and an 
opportunity to look at whether 
improvements can be made in the 
Practice. BUT this does not affect your 
right to approach NHS England or the  
Health Ombudsman 
If you feel you cannot raise your 
complaint or concern with us or you 
are dissatisfied with the result of our 
investigation. 


