
 
 
 
 
 
 
 

Patient Information Leaflet 
How to implement the Practice Complaints Procedure 

 
 

If you have any complaint or concern about the service that you have received from the 
doctors or staff working for this practice you are entitled to ask for an explanation. We 
operate an in-house procedure to deal with your complaints. This procedure does not deal 
with matters of legal liability or compensation. In some cases, the in-house procedure is not 
an appropriate form of investigation, in which case you will be referred to the appropriate 
authority.  
 
This procedure does not affect your right to make a formal representation to the CCG if you 
so wish. Nor does it affect your right to seek compensation in law.  
 
Your complaint should be addressed for the attention of the Assistant Practice Manager, 
who will ensure that it is investigated thoroughly and as speedily as possible. This can be 
done via email to peterloo.information@nhs.net or posted into our post box outside the 
practice, in a sealed envelope addressed for the Assistant Practice Manager. 
 
A Complaint Form is enclosed on which you can describe your grievance. You do not have 
to use it if you prefer to set out your complaint in your own way. However, the earlier we can 
investigate, the greater the likelihood of a satisfactory conclusion. Therefore, please send 
details to the Assistant Practice Managers as soon as possible.  
 
A Senior GP Partner within the practice will then investigate your complaint in liaison with the 
Assistant Practice Manager. It is likely that, as a first step, if it is not clear from your 
complaint, that the Assistant Practice Manager will contact you to ensure full understanding 
of your complaint. The Senior GP Partner will then interview appropriate members of the 
practice, inspect relevant documents and listen to telephone call recordings as required.  
 
At the conclusion of the investigation we will provide you with a full written or verbal 
explanation.  
 
Please note that the practice must ensure strict adherence to the rule of medical 
confidentiality. We cannot provide confidential information without appropriate authority if 
you are not the patient in question.  
 
Other available help and support available for patients:  
 
NHS England  
PO Box 16738  
Redditch  
B97 9PT  
Tel: 0300 311 2233  
Email: England.contactus@nhs.net  
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Patient Advice & Liaison Service (PALS)  
NHS Heywood, Middleton & Rochdale CCG Freepost NEA 15390 Rochdale  
OL16 3BR  
Tel: 0800 121 4430  
Email: patientservices.gmcsu@nhs.net  
 
 
Independent review is available through the health ombudsman if you are unhappy once 
local resolution is completed.  
 
The Parliamentary and Health Service Ombudsman  
Millbank Tower  
Millbank  
London  
SW1P 4QP  
Tel: 0345 015 4033  
Email: phso.enquiries@ombudsman.org.uk  
Fax: 0300 061 400 


