
someone else we have to know that 
you have his or her permission. 
 
Please ask our receptionist for a 
consent form which needs to be 
completed by our patient and the 
representative making a complaint 
on their behalf. 
 
Information regarding our in-house 
complaints procedure is available 
on the practice website where you 
can download a complaint form at 
www.abbeyfamilypractice.com. 
 

 
 

We hope that if you have a problem 
you will make use of our In House 
Practice complaints procedure.  
We believe this will provide the best 
chance of putting right whatever 
has gone wrong and give us an 
opportunity to improve our 
Practice.  
 
We review all complaints annually 
and they are a significant source of 
learning, helping us to continue to 
improve the quality of our services.  

 

 
If you do not feel comfortable 
speaking to the Practice Manager 
in relation to your complaint you 
can approach the Health and Social 
Care Board with your complaint by 
contacting:  
 
Complaints Office, Health and 
Social Care Board HQ, 12-22 
Linenhall Street, Belfast BT2 8BS 
Tel: 028 95363893 
Email: complaints.hscb@hscni.net 

 
OR 

 

The NI Commissioner for 
Complaints/ Ombudsman at:  
Progressive House 
33 Wellington Place 
BELFAST, BT1 6HN  
Tel: 028 90 233821    
 
The Patient and Client Council 
Complaints Support Service can 
help you to make a complaint about 
any health and social care service.                                               
Helpline:  08009170222    
Email: complaints.pcc@hscni.net 
 

 
 

 
 

 
 

 

PATIENT INFORMATION 
LEAFLET 

 

 Most patients are happy with the 
care they receive in our Practice, 
but we realise that there may be 
times when we do not get things 
right. When this does happen we 
need to know. 

 
We are committed to learning 
lessons from concerns and 
complaints and to use them to 
improve the services we provide, 
not only for that particular patient 
but for all patients.  To do that, we 

http://www.abbeyfamilypractice.com/
mailto:complaints.hscb@hscni.net
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also need to know what we do well. 
Please consider also providing any 
positive feedback you can provide. 
 
We recognise people sometimes 
worry that making a complaint 
could be detrimental to the 
patient’s care so we want to 
reassure you that complaints are 
dealt with in a confidential and 
sensitive way and that the 
complaint will not impact on the 
care you receive at the Practice.  
 
All records of complaints are 
confidential to the Practice and 
shall be retained separately from 
any medical records.   

 

 
 

Most concerns can usually be 
sorted out straight away by the 
staff that are caring for you.  
 

 

 
Tell them what is worrying you and 
they will do their best to help you. 

Please feel welcome to ask to 
speak with the Practice Manager, 
Anne O’Mahony. You can leave 
your contact details with a member 
of the reception team and Anne will 
call you back to discuss your 
concerns or arrange to meet with 

you in person. 

 

 
Complaints can also be made in 
writing. Please collect a complaints 
form from reception and return  the 
completed form to the Practice 
Manager. 

 

 
 

We shall acknowledge your 
complaint, normally within three 
working days, and aim to have 
looked into your complaint within 
ten working days of the date you 
raised it with us, having 

investigated the issues you have 
raised. 
 

 
 
We want to find out what happened 
and what went wrong.  If you would 
like to, we will make it possible for 
you to discuss the problem with 
those concerned. We will ensure 
you receive an apology when 

appropriate, and identify what we 

can do to make sure the problem 
does not happen again. 

 
 
Sometimes an investigation can 
take longer. In which case, we will 
discuss the reason for this with you 
and let you know what is 
happening.   
 

 

 
 
Please note that we keep strictly to 
the rules of medical confidentiality.  
If you are complaining on behalf of  


