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	Other useful contacts
If you require help making a complaint
Every area of England has an independent NHS complaints advocacy service funded by the local authority. They can help you make a complaint about the NHS and have replaced the ICAS service. This service is open to everybody and is free of charge. 

Advocacy providers can help you with writing letters and preparing for meetings. They can also arrange for an advocate to attend a meeting with you. An advocate will not try to persuade you to take any particular course of action and will always respect your decisions. If you have a severe learning disability or a mental health condition, you may find it useful to have an independent advocate speak on your behalf.

The service is provided by VoiceAbility in Northamptonshire.

VoiceAbility - NHS Complaints Advocacy Service
Tel: 0300 303 1660 (Mon - Fri 9am to 5pm)
Email: helpline@voiceability.org
Unit F17, Moulton Park Business Centre
Redhouse Road
Moulton Park
Northampton
NN3 6AQ






	Patient Advice and Liaison Service (PALS)

If you have a complaint about care you have received at a local hospital trust, please contact their PALS service. Each Trust has their own PALS service and details on how to contact them can be found on the hospital website.
Care Quality Commission (CQC)

If you have a genuine concern about a staff member or regulated activity carried on by this Practice then you can contact the Care Quality Commission on 03000 616161, or alternatively visit the following website: http://www.cqc.org.uk
Parliamentary and Health Service Ombudsman (PHSO)

If you remain dissatisfied with the response from this practice, you can refer your complaint to the Parliamentary and Health Service Ombudsman (PHSO) who investigates complaints about the NHS in England. They can be contacted via telephone on 0345 015 4033. 
Please note the helpline is currently open Monday to Thursday from 9am to 4pm and Friday from 8.30am to 12pm, except bank holidays. Calls are charged at local or national rates. Further details can also be found on their website at https://www.ombudsman.org.uk/about-us/contact-us
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	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 Complaints Procedure in line with The Local Authority Social Services and National Health Service Complaints (England) Regulations 2009. 
Note: If you make a complaint, it is practice policy to ensure you are not discriminated against, or subjected to any negative effect on your care, treatment or support.

How to complain 
In the first instance please discuss your complaint with the staff member concerned. Where the issue cannot be resolved at this stage, please ask to speak to a member of the management team who will try to resolve the issue and offer you further advice on the complaints procedure. If your problem cannot be resolved informally at this stage and you wish to make a formal complaint please contact us as soon as possible, ideally within a matter of days. This will enable the practice to get a clear picture of the circumstances surrounding the complaint. 
You can contact us by email, phone or post via the details below. Please write down your complaint if you can as it helps us to ensure we have understood your concerns correctly, particularly if your complaint is complex. If you are unable to write your complaint or require support to do so, please refer to the ‘if you require help making a complaint’ section of this leaflet. 

Email: northantsicb.danetrecomplaints@nhs.net
Post: Danetre Medical Practice, London Rd, Daventry NN11 4DY
Phone: 01327 703333
Please mark your complaint ‘FAO Data Protection, Complaints & Safety Manager’. 
If it is not possible to raise your complaint immediately, please let us have details of your complaint within the following timescales:

· Within 12 months of the date of the incident being complained about
OR

· Within 12 months of the date the person raising the complaint became aware of it
The practice will acknowledge your complaint within three working days and aim to have investigated your complaint within ten working days of the date you raised it with us. However, please be aware that complaints about clinical care will likely take longer to investigate. In these circumstances, the investigator will keep you informed of their progress during the investigation. 
Once the investigation has concluded, you should be offered a written explanation of our findings or a meeting with the person(s) involved if appropriate. When the practice investigates your complaint it aims to:

· Ascertain the full circumstances of the complaint

· Make arrangements for you to discuss the problem with those concerned if you would like this

· Make sure you receive an apology, where this is appropriate

· Identify what the practice can do to make sure the problem does not happen again






	Complaining on behalf of someone else 
Please note that Danetre Medical Practice keeps strictly to the rules of medical confidentiality. If you are complaining on behalf of someone else, the practice requires their permission to do. A consent form signed by the person concerned will be required unless they are unable to provide this due to illness or disability. 
Complaining to the Integrated Care Board (ICB)
The practice management team hope that if you have a concern, you will use the Practice Complaints Procedure. However, if you feel dissatisfied with the response received from us, or do not wish to liaise with us in the first instance, you can contact the Northamptonshire Integrated Care Board (ICB) at the following details below. 
Email: northantsicb.patientexperience@nhs.net

Post: Northamptonshire ICB, Patient Experience Team, Francis Crick House, Summerhouse Road, Moulton Park, Northampton, NN3 6BF 
Phone: 01604 476777
Comments and suggestions
Danetre Medical Practice is always looking for ways to improve the services it offers to patients. To do this effectively, the practice needs to know what you think about the services you receive. Tell us what we do best, where we do not meet your expectations plus any ideas and suggestions you may have. Only by listening to you can the practice continue to build and improve upon the service it offers. You can register your interest to join Danetre Medical Practice Patient Participation Group (PPG) to have your views heard and improve services by using the email address below, quoting PPG in the subject line. 
Email: danetremedical.practice@nhs.net












