


	If you do not feel satisfied with the outcome of your complaint, then you may further complain online or in writing to the Parliamentary and Health Service Ombudsman (PHSO) at:

Millbank Tower
Millbank
London
SW1P 4QP

The PHSO may be contacted by telephone on 0345 015 4033 or by using the PHSO online complaints form.  

Further details on how to make a complaint to PHSO can be sought at www.ombudsman.org.uk.
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Complaints Procedure
Please let us know if you have any communication or access needs such as large print leaflets, BSL interpreters, leaflets in another language.




	

Our aim at Somer Valley Medical Group is to provide you with a high standard of service and we try to deal with any problems swiftly for our patient’s sake. To help us achieve this we have a complaints procedure to action comments, suggestions and complaints regarding our surgery.
There may be times where you feel you haven’t been provided the best care and we hope that this leaflet can be a useful guide on your next steps.
Our practice can only deal with complaints against the staff members and our service, not the NHS or local authorities and their staff, nor questions of legal liability or compensation.
Please note we have a duty of confidentiality to our patients and their consent is required if a complaint is raised by a third-party.

	Making a complaint
If you have any complaint or concern about the service that you have received from the clinicians or administrative staff working for Somer Valley Medical Group, you are entitled to ask for an explanation.  We operate an in-house complaints procedure to deal with your complaint. Your complaint can be made verbally or by writing to the Practice Manager who will ensure that it is investigated thoroughly and as speedily as possible. We will acknowledge the complaint within 72 hours via the same format you have submitted your complaint. 
We aim to report back to you within a reasonable timescale and this might be as little as two weeks although, in some cases, a full investigation may require more time, especially if the person concerned is away.  If this is the case, we will inform you of this and keep you updated. The investigator will then discuss with the appropriate members of staff and may inspect relevant documents.  
At the conclusion of the investigation, your complaint may result in a clinical conversation or letter detailing the outcomes. This procedure does not deal with matters of legal liability or compensation.  In some cases, the in-house procedure is not an appropriate form of investigation, in which case you will be referred to the appropriate authority.

	
We can help you write down your complaint if you feel you need help to do so or you can contact the NHS Complaints Advocacy Service provided by POhWER.   They can be contacted by email: pohwer@pohwer.net or telephone: 0300 456 2365

You can also seek advice from the Patient Advice and Complaints Team (PACT) at NHS South, Central & West Commissioning Support Unit who can be contacted at:
Telephone: 0300 561 0250
Email: scwcsu.palscomplaints@nhs.net
Please be aware that PACT work remotely and are not based in our office buildings.
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