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The Apples Medical Centre

The Apples Medical Centre Complaints Policy

1. Introduction
The Apples Medical Centre is committed to providing high-quality care and services to our patients. We recognise that there may be times when our services do not meet expectations, and we welcome feedback to help us improve. This policy outlines our approach to handling complaints in a fair, transparent, and timely manner.
2. Scope
This policy applies to all complaints received from patients, their representatives, or other stakeholders regarding the services provided by The Apples Medical Centre.
3. Principles
· Accessibility : Information about how to make a complaint is readily available to all patients and stakeholders.
· Confidentiality : Complaints will be handled with the utmost confidentiality, and information will only be shared with those directly involved in the investigation.
· Impartiality : Complaints will be investigated impartially, and all parties will be treated fairly.
· Timeliness : Complaints will be acknowledged within three working days and resolved as quickly as possible.
· Learning and Improvement : Feedback from complaints will be used to improve our services and prevent recurrence.

4. Making a Complaint
Complaints can be made verbally, in writing, or via email. Patients can also appoint a representative to make a complaint on their behalf. All complaints should be directed to the Practice Manager.
5. Acknowledgement and Investigation
· Complaints will be acknowledged within three working days of receipt.
· An investigator will be appointed to review the complaint and gather relevant information.
· A meeting may be arranged with the complainant to discuss the complaint and desired outcomes.



6. Resolution and Response
· A written response will be provided within 28 working days of receiving the complaint. If more time is needed, the complainant will be informed of the delay and the reasons for it.
· The response will include the outcome of the investigation, any actions taken, and information on how to escalate the complaint if the complainant is not satisfied.
7. Escalation
If the complainant is not satisfied with the response, they can escalate the complaint to NHS England or the Parliamentary and Health Service Ombudsman.
8. Support for Complainants
Information on support services, such as advocacy services, is available to assist complainants through the process.
9. Staff Training
Staff will receive regular training to ensure they are equipped to handle complaints effectively and empathetically.
10. Feedback Mechanism
Complainants are encouraged to provide feedback on the complaints process to help us improve.
11. Anonymous Complaints
While anonymous complaints may be difficult to investigate, they will be reviewed to identify any potential issues.
12. Cultural Sensitivity
The policy is designed to be culturally sensitive and accessible to all patients, including those with language barriers or disabilities.
13. Communication of Policy
The policy will be communicated to patients and staff, ensuring it is visible and accessible.


14. Documentation and Record-Keeping
Complaints and their resolutions will be documented and stored in compliance with data protection regulations.
15. Learning from Complaints
We emphasise learning from complaints to improve services and prevent future issues.
16. Monitoring and Review
· Complaints will be logged and monitored to identify trends and areas for improvement.
· This policy will be reviewed annually and updated in response to significant changes in legislation or organisational structure.

17. Contact Information
For further information or to make a complaint, please contact:
The Managing Partner: Philippa Cannings
Tel Number: 01935 812 633
East Mill Lane
Sherborne
Dorset
DT9 3DG

18. Additional Support Contacts
· Patient Advice and Liaison Service (PALS) :
Dorset PALS
Tel: 0800 783 8058
Email: pals@dorsetccg.nhs.uk
· Citizens Advice Bureau (CAB) :
Dorset CAB
Tel: 0344 411 1444
Website: www.citizensadvice.org.uk/local/dorset
· Integrated Care Board (ICB) :
Dorset ICB
Tel: 01202 541400
Email: enquiries@dorsetccg.nhs.uk
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