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The Pall Mall Surgery Complaints Procedure 
Step by Step Guide 

1. Raise the issue informally (optional)
Often the quickest way is to speak to someone at the surgery:
· Reception staff
· Operations Manager 
· The GP involved
Sometimes problems can be resolved immediately without starting a formal complaint.

2. Make a formal complaint to the GP Practice
If the issue isn’t resolved, you can submit a formal complaint.
· Writing a letter or email addressed to Ryan Hills – Operations Manager 
· Filling in a complaint forms – Which are available from reception 
· Verbally to one of the practice management team if they are available upon request. 

Formal complaints should ideally be in writing as soon as possible – ideally within a few days. Try to include as much information as possible, as this helps the practice to understand what happened. 
Complaints should be made within 12 months of the incident ort within 12 months of when you first became aware of the issue. 

If you are a registered patient, you can complain about your own care. 
We do not accept complaints about someone else’s care/treatment without their written authority. 

3. Acknowledgement from the practice
Complaints via email are acknowledged automatically. 
Complaints received in writing via post or hand delivered, a written acknowledgment will be sent within 3 days of receiving. 

Acknowledgement will tell you how long it will take to investigate the matter, and if it is taking longer than expected, we will keep you updated. 

4. Investigation and response
The practice will: 
· Review medical records and speak to staff involved 
· Investigate the issue raised 
· Send a written response explaining the findings and outcome.
The practice may also: 
· Apologise
· Explain what went wrong 
· Outline any changes made to prevent it happening again

5. Escalate if you are not satisfied 
If you are unhappy with the final response, you can escalate the complaint. 
· Complain to the NHS commissioners 
(Integrated Care Board / NHS England) 
Email: mseicb.complaints@nhs.net 
Telephone: 01268 594 444 
· Independent Ombudsman. 
If you feel your complaint is still unresolved you can contact the Parliamentary and Health Service Ombudsman via telephone 
on 0345 015 4033 or in writing 
Parliamentary Health Service Ombudsman
Citygate, Mosley Street, Manchester, M2 3HQ. 
Who can independently review NHS  complaints after the local process is finished. 

The Practice Complaints Manager is: 
Mr Ryan Hills 
Who is supported by the GP Partners at the Practice. 
Dr Garcia, Dr Syed, Dr Evans-Smith, Dr McKay, Dr Noble & Dr Kebreya. 

If you would like any independent support in pursing your complaint you are entitled to seek free assistance from the NHS Complaints Advocacy Service, who can be contact by telephone on: 01702 340 566. 
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