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Our complaint resolution process has three progressive stages: If at any time during the complaint 
process the complainant or their representative or advocate decides they would like to withdraw the 
complaint this request can be made either verbally or in writing. The withdrawal of the complaint 
will be acknowledged in writing. 

Normally you will be expected to have completed each stage of the complaints procedure before 
you can proceed to the next stage. However, if you feel that the local investigation of your complaint 
is not being conducted satisfactorily (for example it is taking an unreasonably long time) it may be 
worth asking for a complaints review and give your reasons why. 

1. Stage one – Local resolution. The aim is to try and sort out any problems as quickly and 
informally as possible “in-house” and with and conclusive outcome that satisfies the 
complainant. We believe this will give us the quickest chance of putting right what has gone 
wrong as well as the quickest opportunity to improve our services by learning from it. We 
will investigate your complaint and send you a full, written report within 20 working days of 
receipt of your complaint.  In investigating your complaint the Registered Manager may ring 
you to talk about your concerns and offer to meet with you should you find this helpful.   

Before agreeing to attend a meeting it is a good idea to discuss arrangements for the meeting with 
the Registered Manager and to give your views on how you would like it to be conducted: 

 Ask what for the meeting will take so that you are well prepared. 
 Ask who will be at the meeting, and who will lead it. 
 If there is someone you do not want to see, let the Registered Manager know (for example, 

some people may not wish to meet the person who they are complaining about, whereas 
other may feel it is important for them to be present). 

 Ask where the meeting will be held and how long it will be. 



 If you have any special challenges for moving, seeing or hearing make them known to the 
Registered Manager. 

 If you have particular questions you would still like answered, tell the Registered Manager in 
advance so that he/she can seek out the information or make sure that the right staff are at 
the meeting.  It is a good idea to bring a copy of the questions to the meeting so you can 
remember what they are. 

 As that notes be taken at the meeting and that a copy of these be sent to you.  Also make 
notes yourself as it is easy to forget what has been said. 

 Inform the Registered Manager if you plan to bring someone with you.  Think about taking a 
friend or relative with you to the meeting.  It can be helpful to have someone with you to 
give you support and take notes.  It is also useful to be able to talk to them afterwards to go 
over what was said and to think about what to do next.  Make sure they know the questions 
you want to ask and what you want to achieve. 

At the end of stage I we will send you a full, written report concerning local resolution within 20 days 
of receipt of your complaint. 

Our report will include 

 
 An explanation of how the complaint has been considered and investigated 
 An apology as appropriate 
 An explanation based on facts 
 Whether the complaint in full or in part is upheld 
 The  conclusion reached in relation to the complaint including any remedial action 

that the organisation considers to be appropriate 
 Confirmation that the organisation is satisfied any action has been or will be 

actioned 
 Where possible, we will respond to people about any lessons learnt 
 Information and contact details of Stages 2 and 3 

 
This report should also tell you what to do next if you are not satisfied. 
 

If you are not happy with the report/s of Stage 1 let the Registered Manager know that you are still 
not satisfied and explain why. 

If you remain dissatisfied following the final response from the practice, then you can request a 
review of your complaint, known as Stage 2 by writing to: 
 

IDF CEO 
The Medical Society of London 
Lettsom House 
11 Chandos St 
Marylebone 
London  
W1G 9EB 



 

 

Stage 2 Complaints Review 

If you wish to request a complaint review, you should do so within six months of the date of the final 
written response at stage one.  Your request should be made in writing but there may be 
exceptional occasions when it is acceptable for it to be made verbally.  The complaints review stage 
is the responsibility of what, for ease of reference, HHS calls the Investigating Reviewer.  This means 
that someone who has not been involved in your complaint and is not involved in the daily operation 
of HHS will consider this stage.  The Investigating Reviewer will consider the complaint and may 
undertake a review of the correspondence and the handling of the issue at Stage 1.  The 
Investigating Reviewer will then either confirm the decisions and actions of the Registered Manager 
or offer an alternative resolution.  

 
In the event that the Investigating Reviewer confirms the Registered Manager’s original decision or if 
you are not satisfied with the alternative resolution offered – you have the right to refer the matter 
to independent external adjudication.  You need to do this within six months of receiving the 
Investigating Reviewer’s final letter in which he/she reminds you of this right.  If it is after this time 
you may not be able to access the adjudication service.  The Investigating Reviewer will explain how 
you can request an independent external adjudication in his/her final letter to you at the completion 
of Stage Two. 

 
If you are  an NHS funded patient the Independent Reviewer may be someone provided by the NHS 
commissioners of your treatment,  though we will explore the possibility of a member of  ASPC 
(Association of Surgeons in Primary Care) fulfilling this role. 
  
If you are a privately funded fee paying patient the procedure is for you to write to the 
ISCAS Secretariat to request Stage Three at: 
 
Independent Sector Complaints 
Adjudication Service 

70 Fleet Street, 

 London, 

 EC4Y 1EU 

 

Stage 3 – Independent External Adjudication 

Independent Adjudicators are independently appointed outside the NHS (for NHS funded patients) 
or the ISCAS (for privately funded fee paying patients). 

It is important that you are aware of the following principles relating to the independent external 
adjudication procedure: 



 You pay no entry fee to access or participate in the independent external adjudication 
procedure. 

 There is no guarantee that the Adjudicator will uphold any financial offer you may have had 
from an ISCAS member at Stage 1 or 2 – everything will be considered afresh. 

 Before participating in the procedure you will be asked to sign consent documentation, 
which explains the principles of the process. 

 Before participating in the procedure you must agree that the Independent Adjudicator’s 
decision will be the final resolution of all the matters you have raised in your complaint. 

 If you accept any payment offered by the procedure, you must accept it in full and final 
settlement of your complaint. 

 There is no appeal from the independent external adjudication procedure. 
 The Independent Adjudicator’s decision, although final in terms of the complains procedure, 

does not affect your statutory rights. 

 
 
For NHS funded patients: 
 
You may however find it helpful to discuss any continuing concerns with your local Citizens Advice 
Bureau or the independent Complaints Advocacy Service (ICAS), who are a national service that 
supports people who wish to make a complaint about their NHS care or treatment. You can contact 
your local ICAS office through the NHS organization or through PALS. 

Alternatively, if you feel that you cannot raise your complaint with us or are not happy with the CCG 
investigation to you have the right to complain to: 

 Care Quality Commission 

The CQC is the independent regulator of health and social care in England. It also protects the 
interests of people detained under Mental Health Act. 

They will be happy to guide you through their complaints procedures. 

Contact details for the CQC are: 

Care Quality Commission 

CQC National Correspondence 

Citygate 

Gallowgate 

Newcastle upon Tyne NE1 4PA 

Email enquires@cqc.org.uk. 

Telephone: 0300 061 6161 

 Ombudsman 

Alternatively for complaints concerning treatment of care received on or after the 1st April 2009, you 
can choose to complain directly to the Parliamentary and Health Service Ombudsman, telephone 



0345 015 4033; website www.obudsman.org.uk. The Ombudsman may decide not to investigate the 
complaint (he normally investigates all complaints which do not appear trivial or plainly unfounded 
 
 
For privately funded self-pay patients: 
 
Some cases will, because of the seriousness of the issue raised and their potential for legal 
compensation not be suitable for being management under the ISCAS code.  However, the 
Adjudicator may still be able to consider those aspects of the complaint that do not relate to clinical 
negligence. 
 
If you think that you might fall into this category, contact the ISCAS Secretariat. 

 

 
 What should I include in my letter at Stage Three? 
 
Your letter should include the following: 

 Adequate details of your complaint and your reasons for requesting adjudication, you can 
make use of the letter you wrote at stage one if that is helpful. 

 Copies of all documents, correspondence and/or clinical records that you wish the 
Adjudicator to consider – do not staple documents together. 

 What outcome you would like to achieve. 
 
ISCAS adjudication and statutory 
Regulators 
 
Once you have received the Independent Adjudicator’s adjudication decision on your complaint you 
can request that it is sent to the Care Quality Commission England (or the Provider’s regulator in 
Scotland, Wales or Northern Ireland).  It is important to know that the Care Quality Commission does 
not have the ability to: 

 Obtain or to assist in securing the return of money pain; 
 Investigate those services or individuals who are not required to be registered by the Care 

Quality Commission;  
 Consider matters where the complaint is not a direct breath of a condition of registration or 

of a regulation. 
 
The Care Quality Commission does not provide a complaints arbitration or resolution service but will 
use the information in the Independent Adjudicator’s report in their regulatory work with the 
Provider.  You may also send information to the Care Quality Commission about the complaint at 
any time during the Stage Three process. 
 
The regulatory bodies across the four countries are: 
 
England - Care Quality Commission 
Telephone: 0300 061 6161 
Scotland - Healthcare Improvement Scotland 



Telephone: 0131 623 4300 
Wales - Healthcare Inspectorate Wales 
Telephone: 0300 062 8163 
Northern Ireland - Regulation and Quality 
Improvement Authority 
Telephone: 0800 917 0222 

 

4.3. Complaints about ISCAS or the 
Independent Adjudicator 
 
If you need to make a complaint about the way ISCAS has handled a complaint at Stage Three, or 
about the Independent Adjudicator, you should write to the Director of ISCAS at: 
Independent Sector Complaints 
Adjudication Service 
70 Fleet Street, London, EC4Y 1EU 
info@iscas.org.uk 
 
ISCAS also welcomes feedback and suggestions from people who have used the service. 
 
 
4.4. Obtaining a copy of the ISCAS 
Complaints Code of Practice 
 
A copy of the Independent Sector Complaints Adjudication Service Complaints Code of Practice 
can be downloaded from: www.iscas.org.uk or by contacting ISCAS at the details provided below. 
 
 
4.5. Here to Help 
To find out more about whether ISCAS can help 
you, please do get in touch: 
Independent Sector ComplaintAdjudication Service 

70 Fleet Street, London, EC4Y 1EU 
Telephone: +44 (0)20 7536 6091 
Email: info@iscas.org.uk 
www.iscas.org.uk 

 

 

 

 

 


