
LEARNING FROM COMPLAINTS 
All complaints received by the practice are discussed 
by the doctors and staff at our regular meetings.  We 
feel it is important to share the issues and to ensure 
that where we have provided a poor service or made a 
mistake, that we learn by these and try to ensure that 
the problem does not happen again. 

 
COMPLAINING TO THE PRIMARY CARE 
TRUST 
 
We hope that, if you have a problem, you will use our 
practice complaints procedure. We believe this will give 
us the best chance of putting right whatever has gone 
wrong and an opportunity to improve our practice.  
 
 
But this does not affect your right to approach the local 
primary care trust, if you feel you cannot raise your 
complaint with us or you are dissatisfied with the result 
of our investigation.  
 
You should contact: 
K Garrard, Complaints Manager, NHS Worcestershire, Ground 
Floor, West Wing, Wildwood, Wildwood Drive, Worcester. WR5 
2LG 

 
HELP US TO HELP YOU 
 
 
The Spa Medical Practice, Droitwich Medical 
Centre, Ombersley Street, Droitwich Spa, 
Worcestershire,  WR9 8RD 
 

 

 
 

 



 

PRACTICE COMPLAINTS PROCEDURE 
 
If you have a complaint or concern about the service 
you have received from the doctors or any of the staff 
working in this practice, please let us know.  
We operate a practice complaints procedure as part of 
a NHS system for dealing with complaints. Our 
complaints system meets national criteria. 

 
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 a complaint, we would like you to let 
us know as soon as possible. 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 an indicent happening or 
of becoming aware of the matter complained about.  
This 12 month limit does not apply if the responsible 
body is satisfied that: 

• There were good reasons for not making the 
complaint within that time limit. 

• Despite the delay, it is possible to investigate 
matters effectively and fairly. 

 
 
 
 

  
He will explain the complaints procedure to you and will 
make sure that your concerns are dealt with promptly. It 
will be a great help if you are as specific as possible 
about your complaint. 

 
WHAT WE SHALL DO 
 
We shall acknowledge your complaint within three 
working days. We shall then be in a position to offer you 
an explanation.  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 we have to respect our duty of 
confidentiality to patients and a patient’s consent will be 
necessary if a complaint is not made by that patient 
directly. 
 
 
  

 

Complaints should be 
addressed to the Dr Anthony 
Kelly. Alternatively, you may 
ask for an appointment with Dr 
Anthony Kelly in order to 
discuss your concerns. 

 

 

 


