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Lessons Learned 

Whenever our investigation results in our 

upholding a patient complaint, we discuss the 

issues (without naming the patient) at our team 

meetings so that all staff are aware of how to 

avoid the same mistake.  

 

If you are Dissatisfied with the 

Outcome 

You have the right to approach the 

Parliamentary & Health Service Ombudsman if 

you are unhappy with how the practice has 

dealt with your complaint.  The contact details 

are: 

 

The Parliamentary & Health Service 

Ombudsman 

Millbank Tower 

Millbank 

London 

SW1P 4QP 

 

Tel:  0345 0154033 

 

Website: www.ombudsman.org.uk 

 

Email: phso.enquiries@ombudsman.org.uk 

This leaflet explains: 
 

• How to make a complaint yourself 
 

• How to make a complaint for 
someone else 
 

• How the Practice responds to 
complaints 

 
 
See separate Complaints form available 
at reception 

If you require this leaflet in a different format 
or you need further information or assistance, 

please contact: 
 

The Brow Medical Centre 
The Brow 

Burgess Hill 
West Sussex 
RH15 9BS 

 
Tel:  01444 246123 

THE BROW MEDICAL CENTRE 



 

 

 
 

How to complain: 

Please contact the Practice Business Manager, Jane 

Fairfax, who will offer you advice on the practice 

complaints procedure and explain the next steps. 

We encourage all complainants to put their concerns 

in writing, using the practice complaint form 

(available on reception/our website) but Jane will be 

able to take a note of your concerns on the 

telephone if you are unwilling or unable to use that 

form. 

 

What we do next: 

We look to settle complaints as quickly as possible. 

We will acknowledge receipt within 3 working days, 

and aim to have investigated and reported on our 

findings within 20 working days. 

 

You will be offered a meeting with the person you are 

complaining about and/or with the person that we 

assign to investigate your complaint. When we 

investigate, we aim to: 

• Ascertain the full circumstances of the complaint 

• Make arrangements for you to discuss the 

problem with those you are complaining about 

(if you would like this) 

• Make sure you receive an apology, where this is 

appropriate 

• Identify what the practice can do to make sure 

the same problem does not happen again, for 

you or for other patients. 

 

We will always write to you with our final response to 

your complaint and we will explain what further 

action you can take if you remain dissatisfied with the 

response.  

 

 

Making a complaint 

Complaining to others 

 

We hope that if you have a problem with the 

practice, you will use the practice complaints 

procedure. We will ensure that someone making a 

complaint is not discriminated against or subjected 

to any negative effect on his/her care, treatment or 

support. 

If you feel you cannot raise your complaint with us, 

you can contact NHS England, which is the 

commissioner (purchaser) of Primary Care services: 

1. Healthwatch West Sussex Health Complaints 

Advocacy Service (IHCAS)  0300 012 0122 

helpdesk@healthwatchwestsussex.co.uk 

The Billingshurst Community Centre, Roman 

Way, Billingshurst, West Sussex RH14 9QW 

2. Any Citizens Advice Bureau 

3. See below 

 

NHS England 

PO Box 16738 

Redditch  

B97 9PT 

Tel:  0300 311 22 33 

Email: england.contactus@nhs.net  (State FAO 

Complaints Manager in the subject line of your 

email) 

The Care Quality Commission 

 

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 on 

0300 061 6161 or visit their website at: 

 

http://www.cqc.org.uk 

 

If you have a complaint or concern about the 
practice, please let us know.  We are always 
looking for ways to improve, so please tell us 
when we do not meet your expectations, and 
give us your ideas for what we should change. 
 
Most problems can be sorted out quickly and 
easily, often at the time they arise with the 
person concerned, and this may be the 
approach you try first. 
 
Where you are not able to resolve your 
complaint in this way and wish to make a 
complaint, please contact us as soon as 
possible after the problem arises – ideally 
within a few days. Because of the difficulty in 
you or practice staff being able to remember 
events from more than a year ago, we only 
accept complaints that occurred within the last 
12 months (or those where you have been 
aware of grounds for complaint within 12 
months). 
 

Complaining for someone else 
 
Please note that if you are complaining on 
behalf of someone else, the practice needs to 
know that you have that person’s 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 – see 
our Practice Complaint form. 


