What shall we Do?

We shall acknowledge your complaint
within two working days and aim to
have looked into your complaint within
10 working days of the date you raised
it with us. We shall then be in a posi-

tion to give you an explanation, or offer

a meeting with those involved. In inves-

tigating your complaint, we shall aim to:

. Find out what happened and

what went wrong

. Enable you to discuss the prob-
lem with those concerned if you

would like this

. Identify what we can do to make
sure the problem does not happen

again,

We hope that if you have a problem, you will
make use of our practice complaints procedure.
We believe this will give us the best chance of
putting right whatever has gone wrong and an
opportunity to improve our practice. If you feel
you cannot raise your complaint with us, you
should contact Mr Les Malone, the Family Health
Services Complaints Officer for NHS Lothian on
0131 537 9234 who can explain how he may be
able to assist you in making your complaint. He
will also have details of the local Independent
Advocacy Service who can support you.

If you remain dissatisfied with the result of your
complaint you can contact:

The Scottish Public Services
Ombudsman

4 Melville Street, Edinburgh, EH3 7NS
Tel: 0800 377 7330

Fax: 0800 377 7331

E-mail: ask@spso.org.uk

Website: www.scottishombudsman.org.uk

or

The SPSO has a form on its website that you can
complete with details of your complaint or you
can write to them at:

Freepost EH641

EDINBURGH EH30BR

THE PENTLANDS
MEDICAL CENTRE,
CURRIE

omments,
omplaints and
duggestions
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Practice Complaints Procedure

If you have a complaint or concern about
the service you have received from the
doctors or any of the staff working at the
practice, please let us know. We operate
a practice complaints procedure as part
of an NHS system for dealing with com-
plaints. Our system meets national crite-

Why Complain?

The national health service is here to
serve you. If you feel that you have not
received necessary or appropriate care,
you can make a complaint. It is useful for
people responsible for the service to
know about your experiences so that

they can improve them for others.
When considering whether to complain

think about what you want to achieve:

. An opportunity to talk through
what went wrong.

o An explanation for what happened.

o An apology for what happened.

o Satisfaction that you have helped to
improve the health service by

drawing attention to your problem.

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. Take a few
minutes to think about what you want to say (it
can help to write down a few notes). If you
feel that it is a private matter, ask if you can go

to a separate room to discuss it in confidence,

If your problem cannot be sorted out in this
way and you wish to make a 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
this is not possible to do that, please let us

have details of your complaint:

° Within 6 months of the incident that

caused the problem; or

o Within 6 months of discovering that you
have a problem, provided this is within

12 months of the incident.

Complaints should be
addressed to :-

Mrs Pauline Melville, Practice
Manager or
Dr E Scott

Your letter should include:

J Who or what you are complaining
about

o The date or dates of the event;

J What you would like from the com-
plaint (e.g. apology, explanation
etc).

J Consent of the person who experi-

enced the problem: if you are com-
plaining on behalf of a patient over
the age of 16, consent should be ob-
tained in writing (unless the patients
illness or incapacity prevents this).

Alternatively, you may ask for an appoint-
ment in order to discuss your concerns.
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