Criterion 13 – Complaints
This criterion is in two parts. 
In the first section you need to outline your practice complaints procedure. It would be quite in order here to "cut and paste" this. Ensure, of course, that the complaints procedure meets the required regulations and if you're uncertain about this then compare your complaints procedure with the standard example that can be downloaded from the BMA.
The second part of this Criterion asks you to describe a complaint that you've had (or have been substantially involved with PERSONALLY in its resolution). It has to be WITHIN THE YEAR prior to submission of your Portfolio. Now, many general practitioners do not receive formal complaints within this timeframe but perhaps you've been involved in a complaint against a member of the Practice staff (i.e. resolving this as per your complaints procedure).
If no formal complaint has occurred within the year then you can use a DISSATISFACTION. This needs to be significant, for example one where you could use part or all of the complaints procedure to resolve.
 For instance, maybe a patient has expressed dissatisfaction during a consultation and afterwards, on reflection, you decide to write a letter of apology and outline steps in that letter as to how you might try and prevent this happening again. There are other examples, when test report handling goes astray for instance, and others when different practice systems fail to meet patient needs etc.
