Putnoe Medical Centre and Linden Road Surgery
Patient Complaints Information Leaflet & Consent Form
(updated Nov 23)
Practice Complaints Procedure

If you have complaint or concern about the service you have received from the doctors or any of the staff working in our Practices, please let us know.  We welcome informal discussions about any concerns in the first instance.  However, if you wish to make a formal complaint this sets out the process. 

We operate this procedure as part of an NHS system for dealing with complaints.  

How to complain

We hope that most problems can be sorted out easily and quickly, often at the time they arise and with the person concerned.  If your problem cannot be sorted out in this way and you wish to make a formal complaint, we would like you to let us know as soon as possible – ideally within a matter of days or at most a few weeks because this will enable us to establish what happened more easily.  If for any reason it is not possible to notify us within a reasonably prompt timescale, we should receive your complaint in writing within 12 months of the incident.
Complaints relating to Putnoe Medical and Walk In Centre should be made in writing to 

Mrs Jane Mason, Deputy Practice Manager in the first instance.

Please send to Putnoe Medical Centre, 93 Queens Drive, Bedford, MK41 9JE or email to putnoemedicalcentre@nhs.net for the attention of Mrs Jane Mason (Complaint).
Complaints relating to Linden Road Surgery should be made in writing to 

Mrs Nicki Pallikarou, Deputy Practice Manager in the first instance.

Please send to 13 Linden Road, Bedford, MK40 2DQ or email to 

lindenroadsurgery@nhs.net for the attention of Mrs Nicki Pallikarou (Complaint).
Alternatively, you may ask for a telephone call with either of these Managers or speak to discuss your concerns.  
Please do not submit formal complaints via the Administration, How Are We Doing, Feedback section of our website, this is only for informal feedback, both positive and negative.    

It would be helpful if you could be as specific as possible about your complaint to assist our investigation.
What we shall do

We will acknowledge your complaint within three working days from the date of receipt and dependent upon the nature of the complaint we aim to respond within 28 working days of the date of acknowledgement.  We shall then be able to provide you with a written explanation or to arrange a meeting with the people involved.  However, if the complaint is particularly complex or where it may not be possible to complete our investigation within the above timescale, we will notify you of this possibility either at the time we acknowledge your complaint or when we identify a delay.
We will always offer to discuss with the complainant, at a time to be agreed, the manner and timeframe for resolving the complaint. 
When we investigate your complaint, we will aim to:

· find out what happened and if anything went wrong or could have been done differently.
· make it possible for you to discuss the problem with those concerned, if you would like this;

· make sure you receive an apology, where this appropriate;

· identify what we can do to make sure the problem doesn’t happen again.

Documenting Complaints

The Practice keeps a log of all complaints, within which the complaint letters and responses are filed.  No record of a complaint is kept on a patient's clinical records.  
Complaining on behalf of someone else

Please note that we strictly adhere to the rules of medical confidentiality and personal data.  If you are complaining on behalf of someone else, we must know that you have their permission to do so.  You must complete and return the attached Patient Authorisation Consent Form which the patient has signed.

Organisations to Support You with a Complaint

We hope that if you have a problem you will use our Practice Complaints Procedure.  We believe this will give us the best chance of putting right whatever has gone wrong and gives us an opportunity to improve our practice.  However, this does not affect your right to approach other organisations that can support you. 
NHS England Customer Contact Centre 
If you would prefer not to deal with the Practice directly regarding your complaint about our service you can ask for NHS England to liaise with us on your behalf. 

Their contact details are:
NHS England
PO Box 16738
Redditch
B97 9PT
By email to: england.contactus@nhs.net
If you are making a complaint please state: ‘For the attention of the Complaints Team’ in the subject line.

By telephone: 0300 311 22 33

Opening hours are 9am to 3pm Monday to Friday, except Wednesdays when they open at 9.30am. Closed on Bank Holidays.

If you contact this national Contact Centre the Local Area Team will be made aware of the issue and will require us to share any correspondence with them to enable them to begin investigating the complaint and so reduce delays in responding to you. 

If they require consent for the investigation, they will contact you directly to ensure they have the appropriate consent in place. 

Bedfordshire Health Services

If you wish to seek advice, get information, resolve a problem or complain about any health services in Bedfordshire, Luton or Milton Keynes, you can contact the Bedfordshire, Luton and Milton Keynes Integrated Care Board 
Patient Enquiries and Complaints
blmkicb.contactus@nhs.net
Telephone: 0800 148 8890 
Postal Address: Bedfordshire, Luton & Milton Keynes Integrated Care Board Complaints & FOI Team Arndale House 3rd Floor The Mall Luton LU1 2LJ

If your complaint concerns a Primary Care service (GP, Dentist, Pharmacy or Optician) please contact NHS England at england.contactus@nhs.net or call 0300 311 2233
If your complaint relates to a health care provider (Hospital, Community District Nursing or Mental Health) please contact their PALS/Complaints department (details can be found on the provider’s website). 
Please visit our website at www.blmkpartnership.co.uk for up-to-date information about the COVID-19 vaccination programme and frequently asked questions. With kind regards, 

POhWER (NHS Complainant Advocacy Service)  
If you are not sure whether to make a complaint you can contact POhWER. They will listen and help you decide whether there are other ways of sorting out your concerns. They can also answer questions about the complaints process
The Help Hub is open from Monday to Friday 8am to 6pm (excluding bank holidays).

Telephone: 0300 456 2370 (charged at your standard network rate)

Minicom: 0300 456 2364

Text: send the word ’pohwer’ with your name and number to 81025

Email: pohwer@pohwer.net

Skype: pohwer.advocacy

Fax: 0300 456 2365

Post: PO Box 17943, Birmingham, B9 9PB
Other Support Services

Making a complaint can feel like rather a daunting process, but there is help also available from the following agencies: 

1. The Patients Association: This is a national healthcare charity that highlights the concerns and needs of patients. They provide advice, health news, signposting to further information and general advice.
Helpline: 0800 345 7115. 
General Enquiries 020 8423 9111. 

The Patients Association, PO Box 935, Harrow, Middlesex, HA1 3YJ

2. Action against Medical Accidents (AvMA): This is an independent charity which provides free specialist advice concerning NHS or private healthcare complaints where it is suspected that harm has been caused or there is a threat to patient safety.   Helpline: 0845 123 2352 (Monday to Friday 10am to 3.30pm. Calls cost 0-7p per minute plus your phone company’s access charge).
Review by Parliamentary and Health Service Ombudsman (PHSO)
If you remain dissatisfied with the final response you receive from the surgery to your complaint, you may contact the Parliamentary & Health Service Ombudsman and ask her to review it.  The PHSO is completely independent and will check that everything possible has been done to resolve your complaint.  The PHSO can be contacted in the following ways:
By telephone: 0345 0154033 (Mon – Fri 8.30 am to 5.30 pm)

In writing to:
The Parliamentary and Health Service Ombudsman 

11th Floor Millbank Tower
30 Millbank
                      London SW1P 4QP
Or via their website:  https://www.ombudsman.org.uk/making-complaint/complain-us-getting-started
Thank you. 

Putnoe Medical Centre and Linden Road Surgery
Complaints

Patient Authorisation Consent Form

If you are making a complaint on behalf of someone else (unless this is a child under 16 years of age and you are the parent or guardian) please ask the patient to complete and sign the declaration below:

I…………………………………………………………………….…………(Patient’s name)

of …………………..………………………………………………………...(Patient’s address)

authorise the complainant named below to manage the complaint on my behalf 
…………………………………………………………........................... (Complainant’s name)
………………………………………………………………….………....(Relationship to patient)
……………………………………………………………………….…....(Complainant’s address)

and I agree that the Practice may disclose confidential clinical information about me including from my medical records to the person named above, but only in so far as is necessary to answer this complaint.
Patient’s signature……………………………………………...   Date……………..………

* I am a patient at Putnoe Medical Centre   /    Linden Road Surgery
* please delete as appropriate

Please return to:
For Putnoe Medical Centre: 



For Linden Road Surgery:

Mrs J Mason





           Mrs N Pallikarou
Practice Manager





Deputy Practice Manager
Deputy Putnoe Medical Centre



13 Linden Road
93 Queens Drive





Bedford 
Bedford MK41 9JE
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