Complaints Office
Strategic Planning and Performance Group of the Department of Health
12-22 Linenhall Street, 

Belfast BT2 8BS

Tel:  028 9536 3893 
Email: complaints.sppg@hscni.net 
If you need assistance in making your

complaint you can contact the Patient & client Council. This is an independent

Patient support body separate from the 

Health Board.  Their address is

1st Floor, Lesley House, 

25/27 Wellington Place, 

Belfast BT1 6GQ

Tel: 0800 917 0222
Email: info.pcc@pcc-ni.net
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                      SPECIAL POINTS

· This entire procedure will be
strictly confidential

· If you are complaining on behalf

of someone else you must have 

that person’s full permission 

(usually in writing) to act on their

behalf

· If a problem arises please let us know as soon as possible, preferably then and there.  However we can investigate complaints up to six months after the problem arose, or,  in exceptional cases, even longer

· As well as complaints, we are happy to receive comments and suggestions for ways we might improve our services.  Please feel free to discuss any such matters with any of the Doctors or the staff at the Practice
· In accordance with our statutory obligations, we provide the SPPG with an anonymised copy of complaints received with an anonymised version of our response.  The health department has a legal obligation to monitor complaints in General Practice. Your personal details will not be disclosed.
   SouthEast Family Practice
370-372 Cregagh Road

Belfast BT6 9EY

Tel: 02890792214

&

Belvoir Surgery

1b Drumart Square

Belfast BT8 7EY

Tel: 02890645746
LISTENING…

              ACTING…

       
   
 IMPROVING…
            Your guide to our

                            Patient Complaints

                 
           Procedure
              We can help

We genuinely try very hard to offer the

best service we can to our patients, but

occasionally problems can arise.

When something goes wrong you should

let us know and we will try to put it 

right.

To do that we have developed procedures

to make sure you receive a quick and fair

response.

 Stage one
 Where to begin

If you have a complaint please contact

The Office supervisor.  

This can be done by letter, by telephone or in person.  We will aim to acknowledge your complaint within 3 working days and aim to give a response within 20 working days.  In the event we are unable to meet these response times we will notify you the reason for the delay.
You do not have to approach the Practice directly with a complaint.  If you prefer you may contact the Health & Care Board or the Patient & Client Council (addresses and phone numbers are listed on the back page) and they will act as “Honest Broker” on your behalf.

Your complaint will be investigated and a response sent to you of the outcome.  We would be happy to meet with you if you would like to discuss either your complaint or the outcome. 
Hopefully most problems can be dealt with to the satisfaction of all concerned but occasionally the Practice may need to investigate your complaint in more detail and this may take a bit longer.
    Stage two
    Still problems?
      In most cases we expect your complaint

      will be dealt with quickly and to your

      satisfaction.
      If your complaint is one of the few that has 

      not been resolved at this stage, with your 

      consent, we may contact the HSCB

      to determine whether other options might 
      be helpful in resolving the complaint – such

      as conciliation service.

      The conciliator, who is not a doctor, will

      be specially skilled in sorting out problems

      and difficulties which can arise between 

      Patients and their GP.

