POLICY FOR DEALING WITH PATIENT COMPLAINTS

Belmont Orthodontic Centre, Shrewsbury

VERBAL COMPLAINTS MADE OVER THE TELEPHONE

1.
The member of staff receiving the call should listen sympathetically and attentively and notes of the conversation must be made on a blank piece of paper.  These must include the name of the Patient (and the name of the complainant if different from the Patient), the date of the complaint, the subject of the complaint and all details relating to the complaint.

2.
Early on in the conversation it must be ascertained whether the person speaking on the telephone is the Patient making the complaint or - in the case of a minor – the Patient’s parent or guardian.  If this is not the case, advise the person on the telephone that you are happy to listen to the complaint however for it to be fully processed you will require signed authority from the Patient themselves to say that they wish to lodge the complaint and also that they are happy for this person to act on their behalf.  Advise the person on the telephone that you are happy to provide a proforma for this purpose which they would then be able to return duly signed.  

3.
Also early on in the conversation, ask whether the complainant would like to express their complaint to the member of the staff on the telephone so that it can be conveyed to the appropriate person about whom the complaint is being made, or would they prefer to speak with this person directly.  Should the complainant wish to speak directly to the person concerned in the complaint enquire whether they wish to do so in person or on the telephone.  TAKE A SUITABLE CONTACT TELEPHONE NUMBER AND ADVISE THAT THEY WILL BE CONTACTED WITHIN 24 HOURS TO ARRANGE THIS CONVERSATION.  INFORM PHILIP BARTON.  The following points will be undertaken by that member of staff subject to the complaint once they have spoken with the complainant.

4.
After listening fully to the complainants concerns, advise the complainant of the Practice Complaints Procedure.  Ask if they wish to proceed to making a formal complaint and if they do so advise the complainant that a copy of the Patient’s Complaint’s Procedure, an acknowledgement of the complaint and a copy of the Complaint Log to date for their agreement will be sent to the Patient within 3 working days.

5.
Once the complaint has been fully heard and a full set of notes of the complaint has been made, these should be passed to Dr Philip Barton.  He will then record them on the Complaint Log to be sent to the Patient with the initial correspondence (or he may delegate this to an appropriate member of staff should it be more pertinent to do so).  
6.
The progress of the complaint must at all times be recorded on the Complaint Log.
7.
Once the above have been completed Dr Philip Barton will co-ordinate the rest of the complaint’s procedure as per the complaints protocol.

VERBAL COMPLAINTS MADE IN PERSON AT THE PRACTICE

1.
The member of staff greeting the complainant (most probably the Receptionist) on realising that they wish to make a complaint should politely offer the complainant the option to proceed into a private area for the complaint to be heard in full by an appropriate member of staff.  The appropriate member of staff would be Helen Walton or Cheryl Arnold were they in the office on this day.  Where this is not the case, Dr Philip Barton if present (if not Dr Elin Thomas) should immediately be informed and they will then arrange for an appropriate member of staff to listen to the complaint.  
2.
Early on in the conversation it must be ascertained whether the person is the Patient making the complaint or - in the case of a minor – the Patient’s parents or guardian.  If this is not the case, advise the person that you are happy to listen to the complaint however for it to be fully processed you will require signed authority from the Patient themselves to say that they wish to lodge the complaint and also that they are happy for this person to act on their behalf.  Advise the person that we are happy to provide a proforma for this purpose which they would then be able to return duly signed.  

3.
Also early on in the conversation, ask whether the complainant would like to express their complaint to the member of the staff concerned (if the appropriate member of staff is in).  Should the complainant wish to speak directly to the person concerned in the complaint enquire whether they wish to do so in person or on the telephone.  TAKE A SUITABLE CONTACT TELEPHONE NUMBER AND ADVISE THAT THEY WILL BE CONTACTED WITHIN 24 HOURS TO ARRANGE THIS CONVERSATION.  INFORM PHILIP BARTON.  The following points will be undertaken by that member of staff subject to the complaint once they have spoken with the complainant.

4.
After listening fully to the complainants concerns, advise the complainant of the Practice Complaints Procedure.  Ask if they wish to proceed to making a formal complaint and if they do so advise the complainant that a copy of the Patient’s Complaint’s Procedure, an acknowledgement of the complaint and a copy of the Complaint Log to date for their agreement will be sent to the Patient within 3 working days.

5.
Once the complaint has been fully heard and a full set of notes of the complaint has been made, these should be passed to Dr Philip Barton.  He will then record them on the Complaint Log to be sent to the Patient with the initial correspondence (or he may delegate this to an appropriate member of staff should it be more pertinent to do so).  

6.
The progress of the complaint must at all times be recorded on the Complaint’s Log.
7.
Once the above have been completed Dr Philip Barton will co-ordinate the rest of the complaint’s procedure as per the complaints protocol.

WRITTEN COMPLAINTS

1.
All written complaints should have the date of receipt stamped on them along with the name of the person opening the letter and then be passed directly to Dr Philip Barton.  If he will not be available within the next 3 days, in order for the complaint to proceed within the time limits of the Complaints Procedure, the complaint should be passed to Dr Elin Thomas or failing that Helen Walton.

2.
Dr Philip Barton (or the other persons named above) will then ensure that the written complaint is processed and responded to in line with the Practice Complaints Procedure.

· In all the above Dr Philip Barton will contact the DDU if felt appropriate to assist in responding to a complaint.

· Copies of all correspondence relating to each complaint should be kept in the Complaints File for a period of not less than 2 years from the resolution of the complaint.  

· As per the Practice’s Complaint’s Procedure, no record of the complaint is to be kept within the Patient Record Card but instead it is kept within the Complaints Folder which is securely locked within the filing cabinet at all times.
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