The Yellow Practice, Drumhar Medical Centre
How to make a complaint
Our Complaints Procedure

We welcome all comments we receive from our patients, both positive and negative to help provide our patients with the best possible care.  If you have a complaint or concern about the service you have received from any member of the team working in this practice, please let us know.  It is our aim to resolve a complaint as quickly as possible and to the patient’s satisfaction whenever we can.  
How to make a complaint

We hope that most problems can be rectified easily at the time they arise and with the person concerned.  If your problem cannot be resolved this way and you wish to raise a complaint, we would like you to let us know as soon as possible – because this will enable us to establish the facts more easily.  If this is not possible, please let us have the details of your complaint:
· Within 6 months of the incident that caused the problem, or

· Within 6 months of discovering that you have a problem, provided this is within 12 months of the incident.

Complaints should be addressed to Katy Oliver, Practice Manager by phone 01738 621726, email tay.rx@nhs.scot or post to Katy Oliver, Practice Manager, Yellow Practice, Drumhar Medical Centre, Perth, PH1 5PD.  
Our two-stage complaints procedure
We will always try to deal with your complaint quickly.  If the matter needs detailed investigation, we will tell you and keep you updated on our progress.

Stage 1: early resolution

We will always acknowledge your complaint and try to resolve your complaint quickly, within 5 working days if we can.  
Stage 2: investigation

Some complaints will move immediately to this second stage, if they are complex or need detailed investigation.  If you are dissatisfied with our response at Stage 1 we will also investigate further.  We will give you our decision as soon as possible and within 20 working days unless there is clearly a good reason for needing more time.
Complaining on behalf of someone else

Please note that we keep strictly to the rules of medical confidentiality.  If you are complaining on behalf of someone else, we have to know you have his or her permission to do so.  We will need a note signed by the person concerned, unless they are too ill to do so.

What if you are dissatisfied with our decision?
We hope that if you have a problem you will use our complaints procedure.  We believe this gives us the best chance of putting the matter right.  If you are still dissatisfied with our decision or with the way we have dealt with your complaint when we have sent you our full response, you can ask the Scottish Public Services Ombudsman (SPSO) to look into it.  
The SPSO cannot normally look at:

· A complaint that has not completed our complaints procedure

· Events that happened, or that you became aware of more than a year ago, or

· A matter that has been or is being considered in court



You can contact the SPSO:

By post:

SPSO

Freepost EH641

Edinburgh

EH3 0BR

Freephone 0800 3777330

Online: www.spso.org.uk/contact-us
Website: www.spso.org.uk
Getting help to make your complaint
We understand that you may be unable or reluctant to make a complaint yourself.  We can accept a complaint from your representative – a friend, relative or an advocate, so long as you have given them your consent to complain on your behalf.
The Patient Advice and Support Service (PASS) gives free and confidential advice and support to patients, promoting awareness of rights and responsibilities of patients.  

Further information is available from: www.cas.org.uk or from your local Citizens Advice Bureau by phoning 0800 917 2127.
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