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1. [bookmark: _Toc235704411]Introduction
Students' Health Service is committed to providing high standards of care and services. We welcome feedback, comments, concerns and complaints as they help us improve the services we provide.
This procedure explains how we manage:
· Complaints about our service
· Complaints about data protection and the handling of personal information.
All complaints will be handled fairly, confidentially and without affecting the care or service you receive.
2. [bookmark: _Toc235704412]Purpose
Our complaints procedure aims to:
· Provide a straightforward process for raising concerns.
· Ensure complaints are investigated appropriately and proportionately.
· Provide clear explanations and apologies where appropriate.
· Identify learning and service improvements.
· Comply with NHS complaints requirements and data protection legislation.
· Ensure individuals know how to escalate concerns if they remain dissatisfied.
3. [bookmark: _Toc235704413]Which complaints procedure to follow
If your complaint is about:
· Care, treatment, appointments, staff behaviour, administration or services, or anything else not related to data protection – see Complaints about our service.
· Access to records, disclosure of information, confidentiality, data security, data accuracy or information rights – see Complaints about data protection.
· Both – we can investigate service and data protection concerns together. Where different legal requirements or timescales apply, we will explain these when we acknowledge your complaint.
4. [bookmark: _Complaints_about_our][bookmark: _Toc235704414]Complaints about our service
A complaint about our service is any complaint concerning:
· Clinical care or treatment.
· Patient experience.
· Staff behaviour or conduct.
· Appointment systems.
· Administrative processes.
· Practice facilities or services.
· Any aspect of service delivery not specifically related to data protection.
Submit a service complaint
We hope most concerns can be resolved at the time they arise and with the person concerned. If the staff member receiving your complaint feels unable to investigate it adequately or provide the outcome you seek, they will refer it to the Practice Manager.
Complaints may be submitted:
· by email.
· in writing.
· verbally.
Where a complaint is made verbally, a written summary will be provided and we will ask you to confirm that it accurately reflects your concerns.
If you are complaining on behalf of a patient, appropriate consent must be obtained unless you have legal authority or there are other lawful grounds permitting disclosure.
Acknowledgement
The Practice Manager will:
· Record the complaint.
· Acknowledge receipt within 3 working days (excluding bank holidays and University closure days).
· Confirm: 
· how the complaint will be managed.
· your preferred method of communication.
· the anticipated response date.
· the named contact handling the investigation.
· the outcomes you are seeking.
Investigation
The most appropriate person will investigate your complaint:
· Administrative or organisational matters – Practice Manager
· Nursing-related matters – Nurse Manager
· GPs and other clinical matters – Deputy Head of Service
If the complaint is about the person who would usually investigate, another appropriate person will conduct the investigation.
The investigator may:
· Review relevant records.
· Interview staff members.
· Seek further information from you.
· Arrange a meeting where appropriate.
The Head of Service will be informed of all complaints received.
Response
Timescale
We aim to provide a full written response within 20 working days of receipt, excluding bank holidays and University closure days. If we are unable to respond by the intended date, for example if a key member of staff is absent through sickness, we will explain why and agree a revised response date with you.
Content
The response will include:
· A summary of the complaint.
· How the complaint was investigated.
· Findings of the investigation.
· An explanation based on the available facts.
· An apology where appropriate.
· Lessons learned and actions taken.
· Information about further escalation options.
Escalation
If you are not satisfied with the outcome of your complaint, you have the right to take your complaint to the Parliamentary and Health Service Ombudsman.
The Parliamentary and Health Service Ombudsman is independent of the NHS and make final decisions on unresolved complaints about the NHS in England. 
For more information, call 0345 015 4033 or visit the Parliamentary and Health Service Ombudsman website.
5. [bookmark: _Complaints_about_data][bookmark: _Toc235704415]Complaints about data protection
A data protection complaint concerns how the practice handles personal information. Examples include concerns that the practice:
· has not responded appropriately to a request for personal information.
· holds inaccurate information about you.
· is not keeping information secure.
· has disclosed information about you.
· is keeping information about you for longer than is necessary. 
· has collected information for one reason and is using it for something else.
· has not upheld any of your data protection rights.
Before you complain
Check if you can complain | ICO.
Submit a data protection complaint
Most data protection complaints can be resolved quickly and easily by the practice in the first instance.
Submit your complaint in writing:
· Directly to the practice at bnssg.shsadmin@nhs.net
· To the practice Data Protection Officer (DPO) at gp-igenquiries.scwcsu@nhs.net
To help us investigate your complaint, please provide:
· Full name
· Date of birth
· Address
· NHS number (if known)
· Details of the concern
· Copies of any documents relevant to the complaint. Only provide documents that are directly relevant to the issue raised.
If you are making a complaint on behalf of a patient, appropriate consent must be obtained unless you have legal authority to act on the patient's behalf or there are other lawful grounds permitting disclosure.
Investigation
The Practice Manager will coordinate the investigation with advice from the practice Data Protection Officer where required.
The investigation may include:
· Reviewing relevant records.
· Examining information governance processes.
· Consulting the Data Protection Officer.
· Assessing compliance with UK data protection legislation and practice procedures.
Response
Timescale
The practice will aim to provide a full response within 30 calendar days. If additional time is required, we will contact and provide an updated timescale.
Content
The response will:
· Explain the outcome of the investigation.
· Explain any rights of challenge or review available.
· Explain any actions taken to address concerns.
Where relevant it will also:
· Clarify why information has been processed in a particular way.
· Explain why a request for personal information has been refused.
Escalation
If you are not satisfied with the outcome of your complaint, Check if you can complain | ICO to the Information Commissioner's Office (ICO).
The ICO generally expects individuals to raise concerns with the organisation first and allow the organisation an opportunity to investigate and respond.
6. [bookmark: _Toc235704416]Confidentiality
All complaints will be:
· Treated confidentially.
· Shared only with those who need to know to investigate and resolve the matter.
· Managed separately from clinical records wherever appropriate.
Making a complaint will not adversely affect the care or service provided by the practice.
7. [bookmark: _Toc235704417]Learning and improvement
Complaints are reviewed regularly to identify themes, risks and opportunities for improvement.
Learning from complaints may be discussed through governance, quality improvement and significant event processes. Complaint reports used for learning purposes will be anonymised wherever possible.
Complaint records will be retained in accordance with NHS records management and data retention requirements.
8. [bookmark: _Toc235704418]Support
If you would like independent support with your complaint, contact:
• POhWER – 0300 456 2370
• Healthwatch Bristol – 0300 012 0123
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