COMPLAINTS








Complaints should be made to the practice manager Helen Archibald. It is important that we deal with complaints swiftly so your complaint will be acknowledged within 3 working days of receipt and aim to have looked into simple complaints in 5 working days and more complex within 20 working days.   We shall then be in a position to give you an explanation, or offer a meeting with those involved if necessary.  You may bring a colleague with you to the interview.   Occasionally if we have to make a lot of enquiries it may take longer to get back to you with the result but we will keep you informed.  

In investigating your complaint we shall aim to:

Find out what happened and what went wrong

Enable you to discuss the problem with those concerned, if you would like this

Ensure you receive an apology where this is appropriate

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

We hope that at the end of the meeting or our investigation you will feel satisfied that we have dealt with the complaint thoroughly.  We believe by using our complaints procedure this will give us the best chance to rectify whatever has gone wrong and an opportunity to improve our practice.    

IF YOU ARE STILL NOT SATISFIED

If you are still not satisfied after our complaints procedure you also have the right to approach NHS Lanarkshire Complaints Manager, Telephone  01698 858292 who can offer an independent conciliator if you feel you  cannot raise your complaint with us or  if you are dissatisfied with the outcome

However this does not affect your right to approach the Scottish Public Service Ombudsman who is completely independent of both NHS and Government if you feel you cannot raise your complaint with us or if you are dissatisfied with the result of our investigation.  The Ombudsman is not obliged to investigate every complaint and generally will not look into matters which have not been put through the NHS complaints procedure or a case which is being dealt with by the courts.  If you want advice you can write or telephone the office

Scottish Public Services Ombudsman
Bridgeside House
99 McDonald Road
Edinburgh
EH7 4NS
Free phone - 0800 377 7330 or call 0131 225 5300

Fax - 0800 377 7331
