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How to complain

If you have any complaints or concerns about
the service that you have received from the
doctors or staff working for this practice, please
let us know.

We hope that most problems can be sorted out
easily and quickly, often at the time they arise
and with the person concerned. In this instance
a staff member will offer for you to speak with a
manager if one is available. If your problem
cannot be sorted out in this way and you wish to
make a complaint, we would like you to let us
know as soon as possible — ideally within a
matter of days or at most a few weeks. This will
enable us to establish what happened more
easily.

If it is not possible to do that, please let us have
details of your complaint within 12 months of the
incident that caused the problem or within 12
months of discovering that you have a problem.
If the issues is older than this, we will need to
review the individual circumstances to see if we
can still investigate.

Kimberley Corley, Assistant Practice Manager,
will be pleased to deal with any complaint. Staff
will explain the procedure to you and make sure
that your concerns are dealt with promptly. The
best way to make a formal complaint is in
writing or by email. Please give as much
information as you can, then send your
complaint to the Practice for the attention of Kim
Corley as soon as possible. Alternatively, email

but please be aware we do
not recommend that you send confidential
patient details by email, as it is not a secure
method of communication.

Our complaints procedure is designed to make
sure that we settle any complaints as quickly
as possible and, in a manner, satisfactory to all
parties.

We shall acknowledge your complaint within 3
working days and agree a response time with
you, though some more detailed issues can
take longer to resolve we aim for this to be
within 40 days.

When we look into your complaint, we aim to:
(a) Find out what happened and what went
wrong.

(b) Make it possible for you to discuss the
problem with those concerned, if you would like
this.

(c) Make sure you receive an apology, where
appropriate.

(d) Identify what we can do to make sure the
problem doesn’t happen again.

At the end of the investigation your complaint
will be discussed with you in detail, either in
person or in writing.

Complaining On Behalf Of Someone Else
Please note that we keep strictly to the rules of
medical confidentiality. If you are complaining
on behalf of someone else, we have to know
that you have his or her permission to do so. A
note signed by the person concerned will be
needed, unless they are incapable (because of
illness) of providing this.

Suggestions

Please use our suggestions box or let a
member of staff know your suggestion

What You Can Do Next

We hope that, if you have a problem, you will
use our Practice complaints procedure. We
believe that this will give us the best chance of
putting right whatever has gone wrong and the
opportunity to improve our Practice.

Please refer to back page for further guidance
on what you can do next.

Our vision

Mosslands Medical Practice always
aim provide an environment that
promotes wellbeing for patients and all
colleagues. Where our future
aspirations include providing care,
empathy and understanding of all
Stakeholders

Our mission

Mosslands Medical Practice provide a
high standard of medical care in a
friendly and professional manner.

We strive to be a caring practice that
looks after the community whilst
balancing the needs of our patients
and staff.

We feel that a successful practice is
one that evolves, reflects and
embraces change and where staff are
happy at work.“

Our core values; Integrity, respect,
(for ourselves and for others),
Innovation, (Always moving forward
with purpose).
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