
 

Making a complaint 
 

If there is anything you are unhappy 
about, we would like to know about it.  

 

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 a formal 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 it is 
not possible to do that, please let us have 
details of your complaint: 
 

 Within 12 months of the incident that 
caused the problem; or  

 Within 12 months of discovering that 
you have a problem. 

 
 To make a complaint please contact the 
Practice Manager either in writing, in person or 
by telephone:  
 
Lucie Wattam 
Practice Manager 
Chatsworth Road Medical Centre 
Storrs Road, Chesterfield S40 3PY 
01246 568065 
Website: chatsworthroadmedicalcentre.nhs.uk  
Email: NDERCCG.CRMCadmin@nhs.net  
 
 

If you do not feel able to contact the practice 
directly, complaints can be made to the NHS 
Commissioning Board complaints team. 
 
 
Responding to your complaint 
 
We will acknowledge your complaint within 3 
working days and will investigate any matters 
as quickly as possible.  We hope that we will 
then be in a position to offer you an 
explanation.  
 
We will discuss the incident with you and agree 

 How you want your complaint  to be 
handled 

 What investigation will take place 

 When you can expect a response 
from us 

 
When we look into your complaint, we will aim 
to: 

 find out what happened  

 make sure you receive an apology, 
where appropriate 

 identify any actions to prevent the same 
thing from happening again  

 
At the end of the investigation into your 
complaint you will receive a written 
explanation.  In most cases this should be 
within 25 days of your complaint. 
 

If appropriate, and both parties are in 
agreement, the NHS Commissioning Board can 
offer support to both complainants and 
practitioners during the complaint process. 
 
 
Complaining on behalf of someone else 
 
A complaint can be made by another person on 
behalf of a child, someone who has died or 
someone who lacks capacity.  
 
Due to the to the rules of medical 
confidentiality, if you are complaining on behalf 
of someone else who is themselves capable we 
will need their consent and permission to share 
confidential information with you   
 

What if this is Unsuccessful? 
 

If you are still unhappy after you have received 
a final response from the Practice, you can ask 
the Health Service Ombudsman to undertake 
an independent review of your complaint. 
 
Referral to the Ombudsmen should take place 
within 12 months of the date of the incident 
that you are concerned about  
 

 
The Ombudsman is completely independent of 
the NHS and the Government.  It is up to the 
Ombudsman to decide whether to take up any 
particular complaint.   
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NHS Complaints Advocacy Service  
 
NHS Complaints Advocacy Service can provide 
confidential advice and support, helping you to 
sort out any concerns you may have about the 
care we provide, guiding you through the 
different services available from the NHS. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

NHS England  

Complaints Department 
PO Box 16738 
Redditch   
B97 9PT 
0300 311 22 33 
england.contactus@nhs.net 

 

The Parliamentary and Health Service 
Ombudsman 
Millbank Tower 
Millbank 
LONDON  
SW1P 4QP 
0345 015 4033 
phso.enquiries@ombudsman.org.uk 
 
 

 

NHS Complaints Advocacy Service 
(POhWER)  
0300 4562370 
www.pohwer.net 

 

District Nursing/Health Visitor 
Complaints (DCHS) 
Babington Hospital 
Derby Road 
Belper Derbyshire  DE56 1WH 

     01773 525119 
      dchst.patientexperienceteam@nhs.net  
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At Chatsworth Road Medical 
Centre we aim to provide a 

quality service. We are always 
willing to hear if there is any way 

in which you think we can 
improve the service we provide. 

 

Help us get it right so we can 
constantly try to improve the service 

we offer. 

 
Please let us know by completing the 
suggestion form if you think we have 

done something well or if you have any 
suggestions as to how we can do 

something better. 
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