SOLENT VIEW MEDICAL PRACTICE 

Complaints Procedure Pathway

The staff at Solent View Medical Practice (SVMP) strive to ensure that all patients experience the best possible care, but sometimes things go wrong. The quickest way to find a solution is to talk to a member of staff. Most situations can be resolved this way. 

What to do when something goes wrong
· You can complete a Feedback Form, available on the website, where you can give detailed written feedback. The Practice is keen to know when something goes wrong so that they can put it right and improve the service they deliver.
· However, if you feel that your concerns have not been dealt with to your satisfaction, you may wish to make a complaint. A complaint is any expression of dissatisfaction that requires a response.

How do I make a complaint?
· You can telephone the Practice and speak to a member of staff.
· You can put your complaint in writing. Complaints Forms are available at reception and on the SVMP website. They are straightforward to complete.
· You can send an email for the attention of the Deputy Practice Manager 
hiowicb-hsi.leeonsolenthealthcentre@nhs.net 

· If you do not want to complain directly to the Practice, you can raise your complaint with 
The Patient Experience team at Hampshire and Isle of Wight Integrated Care Board via:
· email: hiowicb-hsi.patientexperience@nhs.net or write to
Patient Experience and Complaints, Hampshire and Isle of Wight Integrated Care Board, Omega House, 112 Southampton Road, Eastleigh, Hampshire, SO50 5PB
· Calling 0300 561 2561 (answerphone facility available).
· Completing the complaints form at https://www.hantsiow.icb.nhs.uk/complaintform

Can anyone raise a complaint on my behalf? 
· Yes, with your written permission, a family member, friend or someone else may raise a complaint on your behalf. 

· Hampshire Voiceability for example may be contacted for advice by telephoning (0300 303 1660) or by email ihelpline@voiceability.org 

What happens next if you complain to the Practice?
· The Practice will respond in writing within 3 working days and aim to resolve the complaint within 40 working days.

Can I appeal if I am dissatisfied with the outcome?
· If you are dissatisfied you can contact the Parliamentary and Health Service Ombudsman by telephoning 0345 015 4033.

Is there a time limit to making a complaint?
· Ideally a complaint should be made as soon as possible; the time limit is up to 12 months from the incident.

Will a complaint affect my future care?
· Definitely not. All complaints are investigated with the utmost confidentiality and related documentation is kept separately from your medical records.

Where can I find more detailed information?
· Further information on the Complaints Procedure can be found on the SVMP website https://www.solentviewmedicalpractice.co.uk/pages/Complaints?Highlight=complaints 
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