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Catherine Adams Physiotherapy  
Complaints Policy 

 

Complaints Policy and Procedures for Patients 

We aim to provide the highest quality services possible through the delivery of safe, 
effective, and person-centred care. Whilst the vast majority of users have a good 
experience, we do not underestimate the emotional, and sometimes physical, impact on 
users and families who have a less positive experience. We use the views and experiences of 
people who use our services to make continuous improvements. Our complaints process is a 
key component of this. 

Principles for Managing Complaints 

• Catherine Adams Physiotherapy aims to resolve complaints as quickly as possible, 
particularly through an immediate informal (verbal) response The first stage is local 
resolution whereby your complaint would take the form of a verbal or written 
submission to the clinician who treated you or the team member involved. Local 
resolution exists to help resolve complaints quickly where a more formal complaint 
may not be required. For example, the complaint may be the result of a simple 
misunderstanding where a verbal explanation and if necessary an apology could 
resolve the complaint. Other parties may be contacted during the information 
gathering process which will affect the timeline of response. 

• If the local resolution process is not successful then you can make a more formal 
complaint detailed below. Catherine Adams Physiotherapy will ensure that all 
complaints are handled promptly, openly, and thoroughly. 

• Catherine Adams Physiotherapy complaints procedure will be fair to the complainant 
and staff. 

• Catherine Adams Physiotherapy will ensure the process is supportive and will lead to 
improvement in the standards of service delivery and patient care. 

• Catherine Adams Physiotherapy will carry out an investigation to find a resolution. 
• If a resolution cannot be reached, Catherine Adams Physiotherapy will inform the 

complainant of how they can escalate their complaint or obtain an independent 
review of their complaint (if appropriate). 

How to Complain 

If you are not happy with your experience or treatment, or that of someone you care about, 
we would encourage you first speak to the person responsible for providing the care and 
resolving problems – for example, the clinician or therapist in charge of your care, 
receptionist or the practice manager at Catherine Adams Physiotherapy. 

If you are not satisfied with the outcome of this resolution, you can contact us via the details 
below to make a formal complaint in writing. 
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If you wish to complain about your treating clinician, therapist, or a member of the 
administration or reception staff, but do not wish to contact them directly, you can do so by 
contacting us via the details noted below, and we will treat your complaint formally in line 
with our Complaints Policy and Procedure. 

For complaints in writing please write a letter or email using the contact information below: 

Office Manager 
Catherine Adams Physiotherapy 
BHI Parkside 
Stourbridge Road 
Bromsgrove B61 0AZ 
or 
enquiries@catherineadams.co.uk 

 
Where to get independent advice if unhappy? 

Private Patients: 

• HCPC  

• A concern can be raising through their website: https://www.hcpc-

uk.org/concerns/raising-concerns/public/ 

NHS Patients:  

If you have a compliment or complaint relating to an NHS service you can contact us in the 
following ways: 

• Write to: The Complaints Team, NHS Herefordshire and Worcestershire, Kirkham House, 
John Comyn Drive, Perdiswell, Worcester,  WR3 7NS 

• Email: hw.complaints@nhs.net 
 

First Contact Patients:  

• Bromsgrove PCN can be emailed directly 

• Any complainant who is still unhappy after we have concluded our investigations and 
provided a response can seek an independent review by contacting Health 
Professions Council 

Medico Legal Patients:  

• If you would prefer to contact MedCo directly you can reach them directly via email, 

enquiries@medco.org.uk.  

 

The Health and Care Professions Council (HCPC) is the regulatory body that handles 
complaints concerning the professional conduct and performance or fitness to practice of a 
physiotherapy registrant. They can be contacted at feedback@hcpc-uk.org 
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