GLADSTONE MEDICAL CENTRE

Complaints Procedure

This procedure will be followed at all times when dealing with a formal complaint.

1. Debbie Portbury, Practice Manager, will co-ordinate all complaint on behalf of Gladstone Medical Centre.

2. Complaints, verbal or written should be directed in the first instance to the Practice Manager at Gladstone Medical Centre, 241-243 Old Chester Road, Rock Ferry, CH42 3TD. Tel: 01516452306/ 3738.

3. All complainants will receive acknowledgement of their complaint explaining Gladstone Medical Centre’s complaints procedure within 24/48 hours of receipt from the Practice Manager.

4. All complaints will be investigated thoroughly, a report compiled and a prompt response produced within 3 weeks of the date of receipt of the initial complaint.

5. Correspondence regarding a complaint will only be with the patient. If a third party is involved, written permission from the patient for the complaint to be dealt with on his/her behalf will be obtained prior to disclosure of any information, unless (because of the patient’s incapacity) it is not possible to obtain consent.

6. If the complainant remains dissatisfied upon receiving the final outcome of the investigation into his/her complaint, the Practice Manager will advise the complainant of the options, to take the matter further.

7. All complaints are monitored to identify areas of weakness in the service and to allow appropriate remedial action to be taken. This information helps to improve standards of service.
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