
Albrighton Medical Practice 


We welcome your feedback 

We regularly review the way we provide services that are offered to our patients. To do this effectively, we need to know your views about the Practice. We want to know what you think we do well, where we have not met your needs, and encourage you to put forward any ideas and suggestions you may have to improve the service.
If you have a complaint about any aspect of the Practice, please let us know as soon as possible. If you make a complaint, it will not have an adverse effect on your registration, care, treatment or support.
Complaints Procedure
In the first instance, please discuss your complaint with a member of staff. Where the issue cannot be resolved immediately, please contact the Practice Manager who will try to resolve the issue and offer you further advice on our complaint procedure. If your problem cannot be resolved and you wish to make a formal complaint please let us know as soon as possible, ideally within a matter of days by making contact with the practice manager – Mrs Bridget Laffoley. It is ideal to have the information in writing if this is possible but we can receive formal complaints verbally or over the phone. 
If you are making a complaint on behalf of someone else, we need to know that you have their permission to do so in order to ensure we maintain patient confidentiality. A note signed by the person concerned will be required, unless they are incapable of providing this due to illness or disability.
If you are unable to raise your complaint immediately, please give the details of your complaint to us within 12 months of the incident that caused the problem, or within 12 months from when the complaint comes to your notice. We will acknowledge your complaint within three working days.
We will offer to meet with you to discuss your complaint and explain how your complaint will be  investigated and let you know when this will be completed. When we investigate your complaint we aim to:
· Establish the full circumstances of your complaint
· Make arrangements for you to discuss the problem with whoever is concerned, if possible
· Offer an apology, where this is appropriate
· Identify what we could do to prevent the problem occurring again
If you are unable to raise your complaint with us, or would like external advice about raising a concern or making a complaint, you can contact any of the following organisations:
Patient Advisory Liaison Service (PALS) NHS Shropshire Telford and Wrekin PALS team
· Telephone: 01952 580407
· Email: stw.patientservices@nhs.net
· In writing: Patient Services Team, NHS Shropshire, Telford and Wrekin, Wellington Civic Offices, Larkin Way, Tan Bank, Wellington, Telford, TF1 1LX
PALS provide a confidential service designed to help patients get the most from the NHS. PALS can tell you more about the NHS complaints procedure and may be able to help you resolve your complaint informally. 
NHS Complaints Advocacy Service (POhWER)
POhWER is a national service that supports people who want to make a complaint about their NHS Care or treatment. 
Your local POhWER service can be found via this web addres;
· https://www.pohwer.net/telford-and-wrekin
· Email: nhscomplaints@pohwer.net
· Tel: 0300 456 2370

What if I am not satisfied?
Parliamentary and Health Service Ombudsman (PHSO)
The PHSO investigates complaints about the NHS in England and how they have been handled. If you are not content with our reply to your complaint, you may ask the PHSO to review your complaint:
· Website: www.ombudsman.org.uk
· Telephone: 0345 015 4033
· In writing:  Parliamentary and Health Service Ombudsman, City Gate, 51 Mosley Street, Manchester, M2 3HQ.
