SPSO decision report SCOTTISH L.

SERVICES
Case: 201907395, A Medical Practice in the Highland NHS Board area OMBUDSMAN
Sector: Health
Subject: clinical treatment / diagnosis
Decision: not upheld, no recommendations
Summary

C complained about the care they received from their GP practice when they presented with problems with their
sight and a headache. Whilst in the waiting room, C became more unwell. Following an examination, an
emergency ambulance was called and C was taken to hospital where they were later diagnosed with a stroke. C
complained that more immediate action should have been taken when they initially contacted and then attended
the practice. The practice did not identify significant failings during their complaint investigation, but noted that
some aspects could have been handled better.

We took independent advice from a GP. We found that the practice’s initial handling of C’s call to the practice
was reasonable, and it was appropriate that C was signposted to contact an optician. Furthermore, we found that,
once C attended the practice, the care provided was reasonable and consistent with clinical guidance on
assessment, history taking and examination. We did not uphold C’s complaint.
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