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Complaints Process
PRACTICE COMPLAINTS PROCEDURE
If you have a complaint about the service you have received from any member of staff working in this practice, please let us know.
The practice operates a complaint procedure as part of the NHS system for dealing with complaints.
If you make a complaint, it is our policy to ensure you are treated fairly and that you are not discriminated against or subjected to any negative effect on your care, treatment, or support.
HOW TO COMPLAIN
In the first instance, where possible, please discuss your concern with the staff member involved. Many issues can be resolved quickly and informally.
Complaints can be made verbally or in writing, including by telephone, in person, by letter or by email. You do not have to put your complaint in writing if you do not wish to.
Where a concern cannot be resolved informally, please contact the Practice Manager or Reception Manager who will explain the complaints procedure and offer further assistance.
If you wish to make a formal complaint, please contact us as soon as possible using the details below:
Email: westsidemedicalcentre@nhs.net.
Telephone: 01788 544744
Address: Hilton House, Corporation Street, Rugby, CV21 2DN
Please provide as much information as you can about your complaint so that we can understand what happened and investigate thoroughly.
If it is not possible to raise your complaint immediately, you should do so within 12 months of the event, or within 12 months of becoming aware of the issue.
We will acknowledge your complaint within three working days of receiving it. 
We will offer you the opportunity to discuss your complaint and agree how it will be managed, including the scope of the investigation and the timescale for our formal response. 
We aim to provide a full written response within thirty working days. If the investigation is likely to take longer, we will explain why, agree a revised timescale with you, and keep you updated on progress. 
When we investigate your complaint, we aim to -:
· Ascertain the full circumstances of the complaint.
· Identify and address any immediate safety concerns.
· Offer you the opportunity to discuss the issues with those involved if you wish.
· Provide a clear explanation of what we have found.
· Make sure you receive an apology where appropriate.
· Explain any actions taken as a result of the complaint.
· Identify learning and improvements to reduce the risk of the issue happening again.
When something has gone wrong, we will be open and honest to you, explain what happened, apologise where appropriate, and describe what we will do to prevent the issue from happening again (Duty of Candour).
COMPLAINING ON BEHALF OF SOMEONE ELSE
We maintain strict medical confidentiality. If you are making a complaint on behalf of someone else, we need their written consent, unless they are unable to provide it due to illness, disability, or lack of capacity.
The Practice has a designated Responsible Person who has overall responsibility for ensuring compliance with NHS complaints regulations.
A Complaints Manager is responsible for managing, investigating, and responding to complaints. The same individual may hold these roles.
LEARNING FROM COMPLAINTS
All complaints are recorded and reviewed for themes and trends.
Learning from complaints is shared with relevant staff and used to improve our services.
We regularly review our complaints process to ensure it remains effective and patient‑focused.
ACCESSIBILITY AND SUPPORT
We are committed to making our complaints process accessible to everyone.
If you need this information in an alternative format or require support to make a complaint (for example due to disability, language, or communication needs), please let us know and we will make reasonable adjustments to assist you.
You may also choose to have a representative or advocate support you during the complaints process.

COMPLAINING TO OTHER ORGANISATIONS
We hope that issues can be resolved through our Practice Complaints Procedure. However, you may contact the following organisations at any time:
NHS Coventry and Warwickshire ICB
Website: www.happyhealthylives.uk/contact-us/complaints/complaining-about-cwicb/
Email: cwicb.complaints@nhs.net
Tel.No: 024 7652 6815

Postal address:
NHS Coventry and Warwickshire ICB Complaints Team
Shire Walk, Warwick, CV34 4RL 

You may also contact Warwickshire Healthwatch for patient advice and liaison services.
Tel.No: 01926 833908
Email: inform@healthwatchwarwickshire.co.uk

They work in collaboration with the local Warwickshire Citizen Advice Bureau
Tel: 0808 250 5715
Email: adviser@brancab.org.uk.

CARE QUALITY COMMISSION (CQC)
You can contact the Care Quality Commission if you have concerns about safety, quality, or practice standards. The CQC does not investigate individual complaints but uses information to monitor services.
Telephone:  03000 616161
Website: http://www.cqc.org.uk 

PARLIAMENTARY AND HEALTH SERVICE OMBUDSMAN
If you remain unhappy after receiving our final response, you may refer your complaint to the Parliamentary and Health Service Ombudsman.
Telephone: 0345 015 4033
Email: phso.enquiries@ombudsman.org.uk.
Address: Citygate, Mosley Street, Manchester, M2 3HQ
Website: http://www.ombudsman.org.

NHS COMPLAINTS ADVOCACY SERVICE POhWER

NHS Complaints Advocacy is a free, independent, and confidential service.
Telephone: 0300 200 0084
Email: pohwer@pohwer.net
Website: https://www.pohwer.
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