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COMPLAINTS PROCEDURE FOR PATIENTS
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Nettlebed Surgery is keen to learn. If we are failing in our service to patients, we 
would wish to be informed so that we can correct any failing and ensure that issues 
are not perpetuated. We constantly review and revise our processes and 
procedures, and patient input is very important to us.  

How patients can make a complaint. 
You can make your complaint to either: 
1. The surgery or 
2. If you wish to make a complaint to the Commissioner you can do this via the 
NHS England Southeast complaints process hosted by Frimley Integrated 
Care Board (ICB).  The Complaints Team can be contacted via the contact 
details below: 
Southeast Complaints Hub 
NHS Frimley ICB 
Aldershot Centre for Health 
Hospital Hill 
Aldershot 
Hampshire 
GU11 1AY 
Phone number: 0300 561 0290 
Email address: Frimleyicb.southeastcomplaints@nhs.net 

Patients can choose to make their complaint orally, in writing, or electronically to the 
practice. They should make their complaints within 12 months of an incident 
happening or of their becoming aware of the problem. (This time period is extended 
in certain circumstances). 

How the complaint is dealt with by the practice
1. The Practice will acknowledge receipt of the complaint within 3 working days 
either orally, in writing or electronically, and will offer to discuss the matter. 

2. The practice will ensure that it has a clear understanding of the complaint so that 
complaints can be investigated appropriately, efficiently and as quickly as possible. 
The practice will also provide the complainant with relevant support and advice. 

3. The patient will be advised how the complaint will be handled, the likely period for 
completion of the investigation, and when we anticipate being able to respond to 
the complaint.  

4. The complainant will be kept informed as far as reasonably practicable of the 
progress of the investigation. 

Responding to the complaint. 
The practice will send the complainant a written response as soon as reasonably 
practicable after the completion of the investigation. The response must be signed 
by the ‘responsible person’. 

Who is responsible for complaints at the surgery and how to access the 
complaints procedure? 
The Practice Manager is appointed as complaints manager and Dr Ravpreet Kaur is 
the GP Partner ‘responsible person’ for complaints.  

Other Patient Contacts to assist Complainants. 
You can also use the NHS Complaints Advocacy Service, a free independent advocacy 
service in Oxfordshire hosted by SEAP (Support, Empower, Advocate, Promote) 
which helps individuals to make a complaint about any aspect of their NHS care or 
treatment.  
Phone 0300 343 5718 email: oxfordshire@seap.org.uk 
If you would like to discuss your best course of action you can also call Patient 
Services at Oxfordshire Clinical Commissioning Group and they will be happy to assist 
you.  Freephone: 0800 052 6088 
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