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Complaints & Comments Leaflet

Practice Complaints Procedure 
If you have a complaint about the service, you have received from any member of staff working in our practice then please let us know. The practice operates a complaints procedure as part of the NHS system for dealing with complaints and our complaints procedure meets national criteria.  

Patients can make a complaint in writing, via email or verbally to either the Practice Manager at the Medical Centre or Integrated Commissioning Board (ICB).  
It is our policy to ensure you are not discriminated against when making a complaint. 
First of all discuss your complaint with the staff member concerned. If the issue cannot be resolved, then please contact the Practice Manager either in writing to the address below by email to sloan.reception@nhs.net or in person. If your problem cannot be resolved at this stage and you wish to make a formal complaint please let us know as soon as possible.  

Complaints should normally be made within 12 months of an incident or of it coming to your attention.

This time limit can be extended provided you have good reasons for not making the complaint sooner and it’s possible to complete a fair investigation.

This will be a decision taken by the complaints manager in discussion with you.

There’s no set timeframe for responding, and this will depend on the nature of your complaint.

We will keep you updated throughout.

If, in the end, the response is delayed for any reason, you should be kept informed.

Once your complaint has been investigated, you’ll receive a written response.

When the practice looks into your complaint it aims to : 

· Ascertain the full circumstances of the complaint 

· Make sure your receive an apology where appropriate

· Identify what the practice can do to make sure the problem does not happen again

Complaining on behalf of somebody else 

The Sloan Medical Centre keeps strictly to the rules of medical confidentiality. If you are complaining on behalf of someone else the practice needs to know that you have their permission to do so. 

A letter signed by the person concerned will be required, unless they are incapable of providing this due to illness or disability. 

Complaining to our Integrated Commissioning Board about our Medical Centre
If you choose to complain to South Yorkshire ICB their details are; 

South Yorkshire ICB, 722 Prince of Wales Road, Sheffield, S9 4EU Tel: 0114 3051000  

Email: syicb-sheffield.icbcomplaints@nhs.net  Website :https://southyorkshire.icb.nhs.uk
Advocacy Support for Patients Making a Complaint 
If you would like support with the complaints process please contact the NHS Complaints Advocacy Service on 0300 3031660, or visit http://nhscomplaintsadvocacy.org/ or you can email them at helpline@voiceability.org . The service is free for patients.

Ombudsman Service 

If ultimately you are not happy with how we have dealt with your complaint, and would like to take the matter further, you can contact the Parliamentary and Health Service Ombudsman who will make final decisions on unresolved complaints about the NHS in England. It is an independent service which is free for everyone to use. 

To take your complaint to the ombudsman, visit https://www.ombudsman.org.uk/ or call 0345 015 4033.

  

Contacting the Care Quality Commission  
If you have a concern about a staff member or activity carried out by the practice then you can contact the Care Quality Commission at : www.cqc.org.uk or call 0300 061 6161  

We will always welcome your feedback good and bad

The Sloan Medical Centre is always looking for ways to improve the services it offers patients. To do this effectively the practice needs to know what you think about the services you receive. 
Tell us what we do best, where we don’t meet your expectations plus any ideas and suggestions you may have. 
Only by listening to you can the practice continue to build and improve upon the services that it offers. 

Tell us what you think below;

---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------- ---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------- 
---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------- 

---------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------------- 

If you want us to contact you please add you details below;

Name:………………………………………………. Address;………………………………………………………………………………………….

D.O.B:………………………………………………..Telephone:…………………………………………………… 

Practice Manager: Paul Roberts
Address: Sloan Medical Centre, 2 Little London Road, Sheffield, S8 0YH
