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Please help us to get 

it right 

 

Our aim is to provide patients and carers 

with excellent care and an outstanding 

service. 

Your feedback is key to improving the 

service provided at Merchiston Surgery.   

 

Let us know when we get it right   

Let us know when we could do 

better 

Your feedback 

matters 
 

We look forward to hearing from you  

 

The GP Partners at 

Merchiston Surgery, part of the Wyvern 

Health Partnership 

Who else can you contact? 

 
Once the local resolution stage has been  
completed and the practice has done all it 
can to resolve the matter, if you are still not 
satisfied with the outcome of the complaint 
you can contact the  
 
Parliamentary Health Service Ombudsman.  
You must contact them within two months of 
receiving the final written response from the 
practice.  
 

The Parliamentary and Health Service 
Ombudsman 

Millbank Tower, Millbank 
London, SW1P 4QP 

 
Tel: 0345 015 4033 

 
Visit: www.ombudsman.org.uk/make-a-

complaint 
 

Alternatively you can contact: 
 

Care Quality Commission (CQC) 
Healthcare Commission (Complaints Team) 

Peter House, Oxford Street 
Manchester, M1 5AN 

 
Visit: www.healthcarecommission.org.uk 

 
Alternatively, you can contact: 
 

NHS ENGLAND 
SW Regional Office, Bristol BS1 3NX 

Tel: 0300 311 22 33    
Email:  england.contactus@nhs.net 

 

 

If you would like a copy of 
this leaflet in large print 

please do not hesitate to ask 
at reception 
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At Merchiston Surgery, we value our 
patients’ and carers’ feedback. We welcome 
your comments, suggestions, compliments 
concerns and complaints as they are a 
valuable resource when improving and 
developing our service.  
 
Please let us know when we get it right by 
contacting us via any of the methods 
described in this leaflet. 
 
We acknowledge that there may be times 
when you feel that we do not provide you 
with the best possible service and we need 
to know if this happens.  
 
Concerns and complaints should be raised 
as soon as possible, this will enable us to 
complete a thorough investigation. 
 
Issues should be raised within 12 months of 
the event occurring  
or within 12 months of you becoming aware 
of the incident. 
 
This leaflet aims to provide an outline of  

• How to raise a concern or a 

complaint about your experience 

• How to raise a concern or complaint 

on behalf of someone else 

• What you can expect from us 

• Who else you can contact 

 

By following the complaints process at 
Merchiston Surgery you will be giving us the 
best opportunity to put things right, reach a 
local resolution and improve the service we 
provide.  

Please visit our website for further 
information, other ways to get involved and 

a copy of our complaints policy 

We hope that you never need to raise a 
concern or complaint but if you do,  please 
telephone or write to the Practice Manager 
using the contact details on the front of this 
leaflet. 

How raise a concern or a complaint 

about your experience 

How to raise a concern or complaint on 

behalf of someone else 

Written complaints 
 
We will contact you within three working 
days to acknowledge your complaint, clarify 
your concerns and agree how you would like 
to be informed of the outcome. If further 
investigation is needed we will also advise 
you on the timescale anticipated to complete 
the investigation.  
  
The aim of the investigation is to be quick 
but thorough. You will receive an outcome of 
the investigation within twenty working days 
by your preferred method of communication.  
 
If a full investigation cannot take place within 
that timescale, we will send a letter 
explaining why there will be a delay and will 
keep you updated on the progress of your 
complaint. 
 
Verbal or telephone complaints 
 
Please note if you ask us to telephone 
regarding a complaint we will make two 
attempts to contact you to discuss it. If we 
miss you and you do not respond to any 
message we leave we will assume you do 
not want to pursue the complaint. 

What you can expect from us 

We aim to respond in a timely manner 
without prejudice.  You will not be treated 
any differently because you have 
complained.  
 
We will provide you with an open and honest 
summary of what happened and how we 
plan to improve the service going forward, 
where appropriate. 

If you wish to raise a concern or complaint 
and are not the patient involved, we require 
a signed third party consent form from the 
patient.  This allows us to ensure we 
continue to protect patient confidentiality. 
 
Please ask our reception staff for a form. 
 

Our practice procedure is not able to deal 

with questions of legal liability or 

compensation.  


