Date updated: July 2023

If you are dissatisfied with the outcome
You have the right to ask the Parliamentary and Health Service Ombudsman for an independent review. The contact details are:

The Parliamentary and Health Service Ombudsman
Millbank Tower
Millbank
London
SW1P 4QP

Tel:    0345 0154033

Website: www.ombudsman.org.uk
You can complain to NHS England.  NHS England are responsible for commissioning (purchasing) Family Health Services, such as the service provided by the Practice.  If you make a complaint to NHS England, it will be for NHS England to determine if it will investigate the concerns or if the practice should investigate. NHS England cannot investigate a complaint that has already been, or is currently being investigated by us
NHS England can be contacted by telephone on 0300 311 22 33, by email at  england.contactus@NHS.net or by writing to NHS England, PO Box 16738, Redditch, B97 9PT                                 

Independent Complaints Advocacy 

If you require support or advice when making a complaint, you can also contact Independent Complaints Advocacy Service which in Trafford is provided by Advocacy Focus: 03003230965 or Email: admin@advocacyfocus.org.uk.
Healthwatch Trafford 

This is the patient representation body in Trafford.  They can provide advice and guidance about NHS Services and offer a feedback service.  They can be contacted on 0300 999 0303 or by visiting www.healthwatchtrafford.co.uk.
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FIRSWAY HEALTH CENTRE
Complaints Procedure

Making a Complaint

If you have a complaint or a concern – please talk to us

We want to give our patients the best possible care.  However, problems can arise. This can be sorted out very quickly if we are told.  We review all the comments you make and we use that information to improve our services and facilities even further.

Whatever you want to say, your opinions and comments are important to us - good or bad.

If you want to complain or raise a concern
If you are unhappy with our facilities, service or your treatment we want to know about it as soon as possible. You can raise your concerns immediately by speaking to any member of staff, including GPs, Nurses, Receptionists, any Manager. They may be able to resolve your concerns quickly. 

If you want to make a complaint you can do this verbally or in writing (including email) to:

Patient Services Manager 
Firsway Health Centre,

121 Firsway

Sale, Cheshire 

M33 4BR
Telephone No: 0161 905 0310

Email 
: gmicb-tr.complaints.firswayhc@nhs.net
Confirming:
· Your name and address
· Details of your complaint, including the date of when you were seen or treated

· Any other comments that you wish to make.
Getting back to you

We will acknowledge your complaint within 3 working days and we may call you, where we have your phone number, to agree how we will deal with your complaint. We may contact you to ask if you would be willing to come and meet with us to talk things through.  We will then reply in full as promptly as we can. We will apologise where this is appropriate and identify what we can do to avoid the problem happening again.

Complaining on someone else’s behalf

The privacy and confidentiality of our patients’ information is important to us. If you want to make a complaint on behalf of someone else you must have their permission to do so and we may ask for written consent from the patient, giving us permission to speak with you.   

If the patient cannot provide their consent, because of illness, please speak with as we still may be able to investigate the concerns. 

Our aim is to resolve any complaints we receive and therefore if you remain unhappy with our response to your concern we would like you to contact us so that we can try to resolve this. You can also ask the Parliamentary and Health Service Ombudsman to review your complaint if you are unhappy with our response. The Ombudsman would generally only agree to review a complaint if they feel you have exhausted all attempts to directly resolve your complaint with Firsway Health Centre. Contact details for the Ombudsman can be found on the back of the leaflet. 
If you require support or advice when making a complaint, you can also contact the Independent Complaints Advocacy (ICA).  The contact details for ICA can be found on the back of this leaflet
.
This leaflet is available in other languages.  Please contact 0161 905 0310 to request a copy

Making a complaint or raising a concern will not affect your care and treatment
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