
If Ǉou are dissaisied 

 

You haǀe the ƌight to appƌoaĐh the NHS EŶglaŶd if 
Ǉou feel Ǉouƌ ĐoŵplaiŶt has Ŷot ďeeŶ ƌesolǀed at 
loĐal leǀel ;the PƌaĐiĐeͿ folloǁiŶg that the Health 
SeƌǀiĐe OŵďudsŵaŶ. The ĐoŶtaĐt details aƌe: 

NHS EŶglaŶd 

PO Boǆ ϭϲϳϯϴ 

RedditĐh 

Bϵϳ ϵPT 

Tel: ϬϯϬϬ ϯϭϭ ϮϮϯϯ 

  

The ParliaŵeŶtarǇ aŶd Health SerǀiĐe Oŵďuds-
ŵaŶ 

MillďaŶk Toǁer 

MillďaŶk 

LoŶdoŶ 

SWϭP ϰQP 

Tel:    Ϭϯϰϱ ϬϭϱϰϬϯϯ 

Weďsite: ǁǁǁ.oŵďudsŵaŶ.org.uk 

Foƌ the eldeƌlǇ aŶd Disaďled paieŶts fuƌtheƌ assis-
taŶĐe ĐaŶ ďe oďtaiŶed fƌoŵ NHS CoŵplaiŶts Adǀo-
ĐaĐǇ Teaŵ:- 

HelpliŶe:  ϬϯϬϬ ϯϯϬ ϱϰϱϰ 

Eŵail:  ŶhsĐoŵplaiŶts@ǀoiĐeaďilitǇ.org 

 

Complaints 
Procedure  

Oak Lodge Medical 
Centre  

You ŵaǇ also appƌoaĐh PALS foƌ help oƌ adǀiĐe; 

The NHS North CeŶtral LoŶdoŶ PaieŶt AdǀiĐe aŶd 
LiaisoŶ SerǀiĐe ;PALSͿ is ďased at StepheŶsoŶ 
House, ϳϱ Haŵpstead Road, LoŶdoŶ NWϭ ϮPL ǁho 
proǀide ĐoŶideŶial adǀiĐe aŶd support, helpiŶg 
Ǉou to sort out aŶǇ ĐoŶĐerŶs Ǉou ŵaǇ haǀe aďout 
the Đare ǁe proǀide, guidiŶg Ǉou through the 
difereŶt serǀiĐes aǀailaďle froŵ the NHS. 

Tel:    ϬϮϬ ϯϯϭϳ ϯϬϬϯ 

Eŵail:  pals.ŶĐl@ŶĐloŶdoŶ.Ŷhs.uk 

The pƌaĐiĐe CoŵplaiŶts MaŶageƌ is: 

Ms Caroline Peters ͚Most paieŶts are happy 
ǁith the Đare they reĐeiǀe at 
Oak Lodge MediĐal CeŶtre, 
ďut ǁe realise that there 
ŵay ďe iŵes ǁheŶ ǁe do 
Ŷot get thiŶgs right , if so ǁe 
are here to listeŶ͛.  

This lealet is desigŶed to help 
Ǉou to get a ďeteƌ  
uŶdeƌstaŶdiŶg oŶ hoǁ to ŵake 
a ĐoŵplaiŶt.  



What We do Neǆt  
We look to setle ĐoŵplaiŶts as sooŶ as possiďle. 

We ǁill aĐkŶoǁledge ƌeĐeipt ǁithiŶ ϯ ǁoƌkiŶg daǇs, 
aŶd aiŵ to haǀe looked iŶto the ŵateƌ ǁithiŶ ϭϬ 
ǁoƌkiŶg daǇs. You ŵaǇ theŶ ƌeĐeiǀe a foƌŵal ƌeplǇ 
iŶ ǁƌiiŶg, oƌ Ǉou ŵaǇ ďe iŶǀited to ŵeet ǁith the 
peƌsoŶ;sͿ ĐoŶĐeƌŶed to ateŵpt to ƌesolǀe the issue. 
If the ŵateƌ is likelǇ to take loŶgeƌ thaŶ this ǁe ǁill 
let Ǉou kŶoǁ, aŶd keep Ǉou iŶfoƌŵed as the iŶǀesi-
gaioŶ pƌogƌesses. 

WheŶ lookiŶg iŶto a ĐoŵplaiŶt ǁe ateŵpt to see 
ǁhat happeŶed aŶd ǁhǇ, to see if theƌe is  
soŵethiŶg ǁe ĐaŶ leaƌŶ fƌoŵ this, aŶd ŵake it pos-
siďle foƌ Ǉou to disĐuss the issue ǁith those iŶǀolǀed 
if Ǉou ǁould like to do so. 

WheŶ the iŶǀesigaioŶs aƌe Đoŵplete Ǉouƌ  
ĐoŵplaiŶt ǁill ďe deteƌŵiŶed aŶd a iŶal  
ƌespoŶse seŶt to Ǉou. 

Wheƌe Ǉouƌ ĐoŵplaiŶt iŶǀolǀes ŵoƌe thaŶ oŶe  
oƌgaŶisaioŶ, ǁe ŵaǇ seek Ǉouƌ ĐoŶseŶt to foƌǁaƌd 
this to the ĐoƌƌeĐt peƌsoŶ to deal ǁith. 

The iŶal ƌespoŶse leteƌ ǁill iŶĐlude details of the 
ƌesult of Ǉouƌ ĐoŵplaiŶt aŶd also Ǉouƌ ƌight to  
esĐalate the ŵateƌ fuƌtheƌ if Ǉou ƌeŵaiŶ  
dissaisied ǁith the ƌespoŶse. 

We aiŵ to deliǀeƌ high ƋualitǇ of seƌǀiĐe ǁith aŶ opeŶ 
aŶd hoŶest appƌoaĐh. Hoǁeǀeƌ at iŵes Ǉou ŵaǇ feel 
ǁe haǀe falleŶ ďeloǁ the staŶdaƌds, if so ǁe Ŷeed to 
kŶoǁ aďout it.  

Most pƌoďleŵs ĐaŶ ďe soƌted out ƋuiĐklǇ aŶd easilǇ, 
oteŶ at the iŵe theǇ aƌise ǁith the peƌsoŶ ĐoŶĐeƌŶed 
aŶd this ŵaǇ ďe the appƌoaĐh Ǉou tƌǇ iƌst. 

Wheƌe Ǉou aƌe Ŷot aďle to ƌesolǀe Ǉouƌ ĐoŵplaiŶt iŶ 
this ǁaǇ aŶd ǁish to ŵake a foƌŵal ĐoŵplaiŶt Ǉou 
should do so, pƌefeƌaďlǇ iŶ ǁriiŶg as sooŶ as possiďle 
ateƌ the eǀeŶt aŶd ideallǇ ǁithiŶ a feǁ daǇs, as this 
helps us to estaďlish ǁhat happeŶed ŵoƌe easilǇ. If Ǉou 
aƌe eǆpeƌieŶĐiŶg diiĐulies iŶ ǁƌiiŶg the ĐoŵplaiŶt a 
ŵeŵďeƌ of staf ǁill ďe aďle to assist aŶd pass oŶ the 
details to the pƌaĐiĐe ŵaŶageƌ. IŶ aŶǇ eǀeŶt, this 
should ďe: 
-WithiŶ ϭϮ ŵoŶths of the iŶĐideŶt, 
-oƌ ateƌ ϭϮ ŵoŶths of the iŶĐideŶt ǁith ŵuĐh detail as 
possiďle giǀeŶ ƌegaƌdiŶg the iŶĐideŶt 
 

If Ǉou aƌe a ƌegisteƌed paieŶt Ǉou ĐaŶ ĐoŵplaiŶ aďout 
Ǉouƌ oǁŶ Đaƌe. You aƌe uŶaďle to ĐoŵplaiŶ aďout 
soŵeoŶe else’s tƌeatŵeŶt ǁithout theiƌ ǁƌiteŶ  
authoƌitǇ. See the sepaƌate seĐioŶ iŶ this lealet. 

We aƌe aďle to pƌoǀide Ǉou ǁith a sepaƌate 

ĐoŵplaiŶts foƌŵ to ƌegisteƌ Ǉouƌ ĐoŵplaiŶt aŶd this 
iŶĐludes a thiƌd-paƌtǇ authoƌitǇ foƌŵ to eŶaďle a  
ĐoŵplaiŶt to ďe ŵade ďǇ soŵeoŶe else. Please ask at 
ƌeĐepioŶ foƌ this. You ĐaŶ pƌoǀide this iŶ Ǉouƌ oǁŶ 
foƌŵat pƌoǀidiŶg this Đoǀeƌs all the ŶeĐessaƌǇ aspeĐts. 

 

 

CoŵplaiŶiŶg oŶ Behalf of  
SoŵeoŶe  
 

We keep to the stƌiĐt ƌules of ŵediĐal aŶd peƌsoŶal  
ĐoŶideŶialitǇ. If Ǉou ǁish to ŵake a ĐoŵplaiŶt aŶd 
aƌe Ŷot the paieŶt iŶǀolǀed, ǁe ǁill ƌeƋuiƌe the 
ǁƌiteŶ ĐoŶseŶt of the paieŶt to ĐoŶiƌŵ that theǇ 
aƌe uŶhappǇ ǁith theiƌ tƌeatŵeŶt aŶd that ǁe ĐaŶ 
deal ǁith soŵeoŶe else aďout it.  

Please ask at ƌeĐepioŶ foƌ the CoŵplaiŶts Foƌŵ 
ǁhiĐh ĐoŶtaiŶs a suitaďle authoƌitǇ foƌ the paieŶt to 
sigŶ to eŶaďle the ĐoŵplaiŶt to pƌoĐeed. 

Wheƌe the paieŶt is iŶĐapaďle of pƌoǀidiŶg ĐoŶseŶt 
due to illŶess oƌ aĐĐideŶt it ŵaǇ sill ďe possiďle to 
deal ǁith the ĐoŵplaiŶt. Please pƌoǀide the pƌeĐise 
details of the ĐiƌĐuŵstaŶĐes ǁhiĐh pƌeǀeŶt this iŶ 
Ǉouƌ ĐoǀeƌiŶg leteƌ. 

Please Ŷote that ǁe aƌe uŶaďle to disĐuss aŶǇ issue 
ƌelaiŶg to soŵeoŶe else ǁithout theiƌ eǆpƌess 

peƌŵissioŶ, ǁhiĐh ŵust ďe iŶ ǁƌiiŶg, uŶless the  
ĐiƌĐuŵstaŶĐes aďoǀe applǇ. 

We ŵaǇ sill Ŷeed to ĐoƌƌespoŶd diƌeĐt ǁith the  
paieŶt, oƌ ŵaǇ ďe aďle to deal diƌeĐt ǁith the thiƌd 
paƌtǇ, aŶd this depeŶds oŶ the ǁoƌdiŶg of the  
authoƌitǇ pƌoǀided.  
 

 

SeŶd Ǉour ǁriteŶ ĐoŵplaiŶt to: 

Ms CaƌoliŶe Peteƌs 

PƌaĐiĐe MaŶageƌ 

Ϯϯϰ BuƌŶt Oak BƌoadǁaǇ, Edgǁaƌe, HA8 ϬAP 

 

MakiŶg a ĐoŵplaiŶt 


