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Let the Practice know your views

ICAS & OMBUDSMAN

ADVOCACY SERVICE FOR NHS COMPLAINTS
Independent advocacy service include:

POhWER - a charity that helps people to
be involved in decisions being made
about their care. POhWER's Support
Centre can be contacted via 0300 456
2370.
SeAp Advocacy - gives advocacy
support. Call 0330 440 9000 for advice or
text SEAP to 80800.
Age UK - may have advocates in the
area. Visit their website
(www.ageuk.org.uk) or call 0800 055 6112.
Local Councils can offer support in
helping the complainant to find an find
an advocacy service. Visit
www.gov.uk/find-local-council

Alternatively, you can contact Healthwatch
Torbay who can help you to find independent
NHS complaints advocacy services:
Telephone: 08000 520 029 (freephone)
Email: info@healthwatchtorbay.org.uk

OMBUDSMAN
If you have not received a satisfactory
response from this Practice, your local
Integrated Care Board, or NHS England, you
can then refer your complaint so the
Parliamentary and Health Service
Ombudsman who investigates complaints
about the NHS in England.

You can call the Ombudsman's Complaints
Helpline on 0345 015 4033 or Textphone
(minicom), 0300 061 4298.
www.ombudsman.org.uk

Complaints GP Lead
Dr Clare Delany

Complaints Admin Lead
Care Coordinator

Manager

King Street, Brixham, TQ5 9TF
2 Langdon Lane, Galmpton, TQ5 0PG

Tel: 01803 855897
Email: compasshouse@nhs.net

Please Take A Copy

COMPLAINING TO OTHER AUTHORITIES
The Practice Management Team hope that if
you have a problem with the service you
have received, that you will use the Practice
Complaints Procedure. However, if you feel
you cannot raise your complaint with us, you
can contact the ICB NHS Devon:

Patient Advice and Complaints Team
NHS Devon

Aperture House
Pynes Hill

Rydon Lane
Exeter, EX2 5AZ

d-icb.patientexperience@nhs.net

Telephone: 0300 123 1672
(Local call rate number)

More information can be found on the One
Devon website:
www.onedevon.org.uk/contact-us/patient-
advice-and-complaints/

For all complaints, comments, advice, and
support relating to community services and
secondary care, and for general advice
relating to NHS services, please contact the
ICB NHS Devon Patient Experience Team at
the above address.

CONTACTING THE CQC
If you have a genuine concern about a staff
member or regulated activity carried out by
this Practice then you can contact the Care
Quality Commission (CQC) on 03000 616 161,
or alternatively visit the following webiste:
www.cqc.org.uk/contact-us
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LET THE PRACTICE
KNOW YOUR VIEWS

Compass House Medical Centers is always
looking for ways to improve the services it
offers to Patients. To do this effectively, the
Practice needs to know what you the think
about the services you receive.

Tell us what we do best, where we don't meet
your expectations, plus any ideas and
suggestions you may have. Only by listening
to you can the Practice continue to build and
improve upon the service it offers.

PRACTICE COMPLAINTS PROCEDURE

If you have a complaint or concern about the
service you have received from any member
of staff working in this Practice, please let us
know. The Practice operates a Complaint
Procedure as part of the NHS system for
dealing with complaints. Our complaints
system meets national criteria.

NOTE: If you make a complaint, it is Practice
Policy to ensure you are not discriminated
against or subjected to any negative effect
on your care, treatment, or support.

HOW TO COMPLAIN

We hope that most problems can be sorted
out easily and quickly, often 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 complaint, we would
like you to let us know as soon as possible,
ideally within a matter or days or at most
weeks. This will enable us to establish what
happened more easily. If it is not possible to
do that, please let us have details if your
complaint:

Within 12 months of the incident that
caused the problem

OR
Within 12 months from when the
complaint comes to your notice.

Complaints should be addressed to the Care
Coordinator Manager, or any of the Doctors.
The Care Coordinator Manager will explain
the complaint procedure to you and will
make sure that your concerns are dealt with
promptly. It would be a great help if you
could be as specific as possible about your
complaint. 

WHAT WE SHALL DO

We shall acknowledge you complaint
within 3 working days and aim to have
looked into your complaint with 28 days.
We shall then be in a position to offer you
an explanation or a meeting with the
people involved. When we look into your
complaint we shall aim to:
Find out what happened and what went
wrong.
Make it possible for you to discuss the
problem with those concerned, if you
would like this.

Make sure you receive an apology, where
this is appropriate.

Identify what we can do to make sure the
problem doesn't happen again.

COMPLAINING ON BEHALF OF
SOMEONE ELSE

Please note that Compass House Medical
Centers keeps strictly to the rules of medical
confidentiality.

If you are complaining on behalf of someone
else, the Practice needs to know that you
have their permission to do so. A note signed
by the person concerned will be required,
unless they are incapable of providing this
due to illness or disability.


