
                   Complaints Procedure         

 

 

Complaints 
Procedure  

 
This leaflet explains what to do if you have a 
complaint about any aspect of our service. We 
treat all complaints seriously and aim to resolve 
them as quickly and as fully as we can.  

 
 
 

 

How do I make a complaint  

If you have a complaint or concern about the service you receive from 
the doctors or any of the staff working at Kilburn Primary Care Co-Op 
Limited, please let us know. 
 

Talk it through  

We hope that most problems can be sorted out easily and quickly, 
often at the time they arise and with the person concerned. It is 
therefore important that you talk to a member of staff if you are 
unhappy with the service you receive and they will try to sort 
things out as quickly as possible.  
 
 

Register a complaint  

If you wish to make a complaint, we would like you to let us know 
as soon as possible - ideally, within a matter of days or at most a 
few weeks - because this will enable us to establish what 
happened more easily. If talking your complaint through with a 
member of staff does not resolve the issue then you may be asked 
to register your complaint in writing.  This will help us to establish 
the facts, identify what went wrong and prepare a response in full.  

 

Confidentiality  

Please note that we keep strictly to the rules of medical 
confidentiality. If you are complaining on behalf of someone else, 
we have to know that you have their permission to do so. A note 
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signed by the person concerned will be needed, unless they are 
incapable (because of illness) of providing this. 

 

What can I do if I am unhappy with your 

response? 

 
Health Service Ombudsman  

If you are unhappy with the outcome of your complaint you can refer 
the matter to the Parliamentary and Health Service Ombudsman, who 
is independent of the NHS and government. 
 
The Parliamentary and Health Service Ombudsman 
Millbank Tower 
Millbank  
London 
SW1P 4QP 
Tel: 0345 015 4033 
If you have problems with your hearing or speech then you can use a 
textphone (minicom) on 0300 061 4298. (Calls to these numbers cost 
the same as a call to a UK landline.)  
 
The Ombudsman will generally only consider your complaint once 
you have completed the Company complaints procedure and 
received your final response. If the Ombudsman is of the opinion that 
Kilburn Primary Care Co-Op Limited can do more to resolve your 
complaint, they will refer your complaint back to the company. It is 
therefore very important to allow us every opportunity to try to resolve 
your complaint. 

 

Our commitment to you  

We shall acknowledge your complaint within three working days 
and aim to have looked into your complaint within a reasonable 
time period which we will agree with you from the date when you 
raised it with us.  

We shall then be in a position to find out what happened and to 
offer you an explanation or 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. 

 

 

 

 

 

 

 

 

 

 

You can find out more information on our website: 

http://www.kilburnprimarycare.co.uk/  

Ways to complain: 
 
In person – at the Hub reception  
 
On the telephone – by calling 0333 321 2084  
 
By email: kilburn.admin@nhs.net  


