DRS HUTCHINSON, RUSSELL & RYAN


COMPLAINTS PROCEDURE

If you have a complaint or are concerned about the treatment you have received from the doctors, practice nurse or reception staff working in this practice, please let us know. Certain professionals such as the treatment room nurse, district nurse and health visitor are employed by South Eastern Trust and they are responsible for dealing with any complaints relating to these employees, please direct any complaints to South Eastern Trust, Corporate Affairs Department, Lisburn Health Centre, Linenhall Street, Lisburn, NT28 1LU.

How to complain: -

We hope that most problems can be sorted out easily and quickly, usually at the time they arise and with the person concerned.  If your problem cannot be sorted out in this way and you wish to make a complaint, please do so as soon as possible (ideally within a few days) as this will help us to find out what happened more easily. 
Please address your complaint to the Complaints Officer, Dr Hutchinson.  Alternatively, you may ask for an appointment to discuss your concerns directly.

What we shall do: -

We will acknowledge your complaint, normally within two working days, and aim to have your complaint looked into within ten working days from the date you raised it with us. We shall then be in a position to offer you an explanation, or a meeting with those involved. In investigating your complaint we shall aim to: -

· Find out what happened and what went wrong

· Enable you to discuss the problem with those concerned, if you would like this

· Identify what we can do to make sure the problem does not happen again

· Ensure you receive an apology, where this is appropriate.

Complaining on behalf of someone else :-

If you are complaining on behalf of someone else, we have to know that you have his or her permission. A note signed by the person concerned will be needed.

Complaining to your Health & Social Services Board:-

We hope that, if you have a problem, you will make use of our practice complaints procedure. We believe this will provide the best chance of putting right whatever has gone wrong and give us the opportunity to improve our practice. If despite this you are dissatisfied with the result of our investigation or you feel you cannot raise your complaint with us, you can contact the Eastern Health Board’s Complaints Officer at

Eastern Health & Social Services Board

Champion House,


12 – 22 Linenhall Street,


Belfast 

BT2 8BS


Tel: 028 9032 1313

Also the Health & Social Services Council can also be contacted for advice. They are at


Eastern Health & Social Services Council


1st Floor


McKelvey House


25-27 Wellington Place


Belfast


BT1 6GQ


Tel:  0800 917 0222

In the unusual event that the previous measures have not resolved the issue, you can ask the Ombudsman to investigate. His address is

The NI Commissioner for Complaints,


Progress House,


33 Wellington Place,


Belfast BT1 6HN


Tel: 028 9023 3821
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