	Unhappy with your care and treatment?

We do our best to make sure that patients receive the best possible care.  We are always trying to improve the service that we offer and need to know if we are not getting it right.

What can I do?

Our aim is always to sort things out as quickly and informally as possible.  If you have a particular concern or complaint, please speak to someone involved in your care, such as a doctor, nurse or receptionist.  They are often best placed to deal with your concerns and will try to put things right on the spot if they are able to do so.  NHS Berkshire East Customer Care (formally PALS) may also be able to help resolve your concerns.  They can be contacted on 01753 635615 or pals.berkshire@berkshire.nhs.uk 
If you have been unable to resolve things ‘on the spot’ with a member of staff or through the PALS Manager, you may wish to take up your complaint more formally with the Practice Manager.

We have a formal complaints procedure and our Practice Manager will make sure your complaint is investigated.  Your complaint will not put your care at risk.  Complaints are a very good way for us to learn how we can improve our services.

If you would like to make a formal complaint, please either email or write, giving full details of your complaint to the Practice Manager at the address shown overleaf or telephone the Complaints Manager on 01344 457535.
What can I expect if I make a formal complaint?

The Practice Manager may wish to contact you about your complaint to help understand exactly what has happened if this is not clear from what you have already told us.


	We aim to acknowledge your complaint within 2 working days and after your complaint has been thoroughly investigated the Practice Manager will send you a full written response within 20 working days.  Sometimes our investigations take a little longer and if this is the case we will write to you with an explanation.  The letter from the Practice Manager will advise you of what action you may take if you are not happy with our response.
What do I do if I remain dissatisfied?

If you are unhappy with the response to your complaint you have the right to ask the Healthcare Commission to review your complaint.  This should be done within 2 months* of receipt of the final letter.  The Healthcare Commission can be contacted on 020 7448 9200 or you can write to them at The Healthcare Commission, Complaints Team, Peter House, Oxford Street, Manchester M1 5AN. Their telephone number is: 0845 601 3012.

* subject to publication of the National Health Service (Complaints) Regulations, 2004.

Further help and advice
NHS Berkshie East Customer Care [formally PALS} is able to provide help and support if you would like to put your complaint in writing and need help to do so.  01753 635615 palsberkshire@berkshire.nhs.uk 
The Independent Complaints Advisory Service (ICAS) also provide help and advice to the public about the NHS complaints procedure and how to make a complaint.  They can be contacted as follows:

Write to: ICAS, 1a Cranbourne Road, Slough, Berks SL1 2XF

Email: Berkshire.icas@dsl.pipex.com.  Telephone: 01753 551747


	What if I want to compliment/praise the Practice or my GP?

If you are pleased with your care and treatment, please let us know as this helps to develop good practice and improve the quality of care.  Either tell the staff who have been involved in your care or use this form and hand it in at reception.

………………………………………………………………………………...

………………………………………………………………………………...

………………………………………………………………………………...

………………………………………………………………………………...

………………………………………………………………………………...

Name: ………………………………………………………………………...

           (if you are not the patient please also give the patient’s name)

Address: ……………………………………………………………………...

………………………………………………………………………………..

………………………………………………………………………………..

Telephone Number: ………………………………………………………….

Are you willing for a member of staff to contact you if needed (please tick)?

Yes ………………………       No …………………….
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