
To address any concerns or complaints, start by discussing them with the relevant person. Many issues can be
resolved this way.

If a resolution isn't possible through direct communication, make a formal complaint in writing as soon as possible
or within 12 months of the incident or discovering the problem. 

Ensure you:
Clearly state your case with as much detail as possible.

Registered patients can complain about their own care but require written authorization to complain on behalf of
someone else.

We can provide a complaints form, including a third-party authority form for someone else's complaint. You can
use your own format if it covers the necessary aspects.

Send your written complaint to:
Dan Read, Practice Manager, Hillfoot Health
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WHAT TO DO 
IF YOU HAVE A
COMPLAINT

At our practice, we aim to address complaints promptly and efficiently. Here's what you can expect:

We will acknowledge receipt of your complaint within 3 working days and aim to investigate it within 10 working
days. After the investigation, you may receive a formal written reply or an invitation to meet with the involved
parties to resolve the issue. If the matter requires more time, we will keep you informed of the progress.

Our investigation aims to uncover what happened and why, allowing you to discuss the issue with those involved
if desired.

Once the investigation is complete, you will receive a final response detailing the outcome of your complaint.

If your complaint involves multiple organizations, such as social services, we will coordinate with them to provide
you with a unified response. We may require your consent for this process.

The final response letter will include the outcome of your complaint and your right to escalate the matter further
if you are still dissatisfied with the response.

How we respond to complaints
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WHAT TO DO 
IF YOU HAVE A
COMPLAINT

We adhere to strict medical confidentiality rules. If you're lodging a complaint on behalf of someone else, we
require written consent from the patient. This confirms their dissatisfaction with the treatment and authorises us
to communicate with you about it.

Please request the Complaints Form at the reception, which includes a suitable authorisation section for the
patient to sign, enabling the complaint process.

If the patient is unable to provide consent due to illness or an accident, we can still address the complaint. Please
provide specific details of the circumstances preventing consent in your cover letter.

Please be aware that we cannot discuss any issues related to someone else without their written permission,
unless the aforementioned circumstances apply.

Depending on the provided authorisation, we may still need to correspond directly with the patient or be able to
handle the matter directly with the third party.

Complaining on behalf of someone else
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WHO ELSE CAN
HELP?

theadvocacypeople.org.uk
Call 0330 440 9000 for advice or 
text PEOPLE to 80800 and someone will get back to you.

voiceability.org
Call 01223 555800 for advice

healthwatchliverpool.co.uk
Call 0300 77 77 007 | enquiries@healthwatchliverpool.co.uk

NHS England
By post to: NHS England, PO Box 16738, Redditch, B97 9PT
By email to: england.contactus@nhs.net, stating ‘For the
attention of the complaints team’ in the subject line.
By telephone: 0300 311 22 33

If you are unhappy with the
outcome of your complaint
You have the right to approach the
Ombudsman. The contact details are:
 
The Parliamentary and Health Service
Ombudsman
 Millbank Tower
 Millbank
 London
 SW1P 4QP
 
Tel:   0345 0154033

ombudsman.org.uk
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