	If you want to complain, you may speak to the Practice Manager or complete the form below.  Alternatively you may wish to write to them.

Are you making a     Comment            

                              Suggestion      

                              Compliment        

                              Complaint        

Are you willing for someone to contact you?      YES  /  NO

Your Name and Address

Your Telephone Number…………………………………………………………………….….

Comments…..……………………………………………………………………………………….

……………………………………………………………………………………………………………

…………………………………………………………………………………………………………..

…………………………………………………………………………………………………………..

…………………………………………………………………………………………………………..

…………………………………………………………………………………………………………..

…………………………………………………………………………………………………………..

…………………………………………………………………………………………………………..

…………………………………………………………………………………………………………..

…………………………………………………………………………………………………………..

…………………………………………………………………………………………………………..


	WESTERN ELMS SURGERY
317 Oxford Road  Reading  RG30 1AT

CIRCUIT LANE SURGERY
53 Circuit Lane  Reading  RG30 3AN
Let us know

what you think

about our services
Comments

Suggestions

Compliments

Complaints

If you are unhappy with the outcome, you have the right within 6 months to ask the Healthcare Commission to review your complaint.  This will be explained to you in our correspondence.

If you do not wish to make a complaint direct with the practice or contact with them has failed to resolve matters, there are other free services who will act as an honest broker in the resolution of your complaint.
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  can act as an advocate for people who want to lodge formal complaints against the NHS.  They can take feedback from people about their experience of services – both good and bad whilst helping individuals informally resolve issues with services. Please call them on 01189 372295 or email them on 

info@healthwatchreading.co.uk
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Patient Advice and Liaison Service



The Patient Advice and Liaison Service (PALS) for Berkshire may also be able to help you resolve your concerns.  They can be contacted on 0300 1236258 or contact them on scwcsu.palscomplaints@nhs.net
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The Independent Complaints Advocacy Service (ICAS) provides free advice to the public about the NHS complaints procedure.  They can be contacted at ICAS, Kingfisher Exchange, 3rd Floor Kingfisher House, Walton Street, Aylesbury, HP21 7AY Tel: 0845 600 8616

We can also assist patients if English is not their preferred language by using a confidential translation service.  ICAS can also provide interpreters.


	Suggestions and compliments

You may want to make a suggestion on how a service provided by the practice can be improved, or compliment on the care you have received.  If so, please tell the Practice or use the form at the back of this leaflet.  All patient feedback is important to us.

If you are unhappy with your care

The practice aims to sort out things as quickly as possible.  If you have a concern, please speak to someone involved in your care.  They are often best placed to deal with your concerns and will try to put things right on the spot if they are able to do so.  The surgery has a Duty Manager available to speak with you from 8am to 6pm every day. 
Complaints
The Practice Manager is responsible for the management of complaints and will make sure that your complaint is investigated.  Your complaint will not put your care at risk and you will not be discriminated against.  Complaints are a good way for us to learn how we can improve our services.  

What can I expect if I make a formal complaint?

We aim to acknowledge your complaint within 2 working days and provide you with a response within 10 working days.  Sometimes investigations take longer and if this is the case we will contact you to discuss this.  If all parties to the complaint agree, it is possible for an independent conciliator to become involved.  Conciliation is a process of facilitating constructive discussion.

The care you have received may have been provided by several different organisations.  The Practice will make sure that your complaint is dealt with by the correct one.  Please indicate whether you are willing to have your details shared for this purpose.  All of your information will be dealt with in strict confidence in according to the Data Protection Act.

Please note that if you are complaining on behalf of someone else we will need to seek their consent before we can proceed.


	


