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Introduction

We recognise that sometimes our users may want to complain about a service
that they have received. We want to hear your complaints because your
experience can be used to help us to improve these services.

This leaflet explains how to complain about health and social care services
and what help you can get from NHS City and Hackney in making a complaint,
it being investigated and resolved to your satisfaction.

Complaints

The simplest approach would be to speak with a member of staff at the time
you experience the problem. They or their manager will try to help you resolve
this informally, without you having to make a complaint.

The Patient Advice and Liaison Service (PALS) exists to provide on the spot
advice and support to patients, their relatives and carers. They can assist in
sorting out difficulties quickly and you may wish to access this service to help
resolve matters informally.
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How to contact PALS:
/

PALS
NHS City and Hackney
A Block/B Block Freephone: 0800 923 0107

Ground Floor

St Leonard's Telephone: 020 7683 4453

Nuttall Street
London Fax: 020 7683 4505
N15LZ ,

Email: pals@chpct.nhs.uk

Opening times:
9am - 5pm Monday - Friday

(Out of hours voicemail
facility available)

How to make a complaint

If your problem has not been resolved by speaking to a member of staff where
the problem has occurred or by speaking to the PALS Service, you will be referred
to the Complaints Team.

¢ You can usually meet with a member of the Complaints Team during office
hours, occasionally an appointment may be necessary and you can contact a
member of the Complaints Team to arrange an appointment.

¢ Any of our staff at NHS City and Hackney can contact the team to help arrange
an appointment for you or you can contact PALS.

¢ \When making a complaint it helps to have as many details as possible, and
NHS City and Hackney staff can help with this.

e The Complaints Team is available to support you in making a complaint and
you can write to the Complaints Manager, using the form in this leaflet or in a
separate letter.



Please provide us with
as much detail as possible:

— —

\ How would you like
your complaint to
be resolved?

\

How do you think
the problems could
have been avoided
or put right?

What part of the
service were you
unhappy with?

What service are
you complaining
about?

Help us to help you by providing as much information about
your complaint as possible such as any relevant dates, names
of staff and copies of relevant letters or other documents.

Help us
What happens once help you!
you make a complaint?
Once you make a complaint, NHS City and Hackney undertakes that:
e your complaint will be acknowledged verbally or in writing within c

three working days of us receiving the complaint when an action plan
will be agreed;

¢ an investigation will begin immediately, or once consent is received
and we will aim to send a detailed letter of response, signed by the
Chief Executive, within the agreed timescale.

A member of the Complaints Team will notify you by telephone or in
writing of any delays with the investigation of your complaint and agree
an extension of the timeframe with you.




Help with making
your complaint

We offer a telephone interpreting service if you do not speak English.
Please contact the Complaints Team on 020 7683 4111/4205 for
further information.

¢ Independent Complaints Advocacy Service (ICAS)

ICAS is an independent service which provides advice, information and support to
health and social care service users wishing to make a complaint.

In London, the ICAS service is provided by POhWER.
The telephone number for north east London is 0845 120 3784

e The Parliamentary Health Service Ombudsman

NHS City and Hackney will do as much as we can to resolve your concerns. However,
if you are still unhappy after your complaint has been through local resolution

you can approach the Health Service Ombudsman to request that your complaint,
or the handling of your complaint, be investigated.

Your complaint will be reviewed and a decision will be made as to whether the
Ombudsman progresses with a complaint investigation.

The Ombudsman’s contact details are:

The Health Service Ombudsman
Commissioner for England
Millbank Tower, Millbank, London SW1P 4QP

Tel: 0845 015 4033  Fax: 020 7217 4000

Our statement of non-discrimination:

NHS City and Hackney is committed to delivering a complaints service which provides
a fair, open and honest investigation and response. As such, NHS City and Hackney
will handle every complaint in line with the procedures in the NHS City and Hackney
Complaints Policy.

NHS City and Hackney will do its best to ensure that those making a complaint will
not receive less favourable treatment or be discriminated against as a result of them
making a complaint, and will take appropriate action where there is evidence that
this has occurred.
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Your complaint

You can write your complaint below and leave this section of the leaflet
with any of our staff, or post it to us.

If you are making a complaint on behalf of someone else, you will need
to provide us with their details and obtain their written consent.

Have you discussed this matter with any other service/department?

If yes, which service/department?




Please print your contact details below. Tear off this section of the leaflet,
fold and send to our Complaints Manager. If you want to give your comments
anonymously, leave this section blank.

Do you have any special requirements
that we need to know about?

How to contact us

Complaints Department
NHS City and Hackney

B Block Basement

St Leonard'’s

Nuttall Street

London N1 5LZ

9am - 5pm Monday - Friday

Tel: 020 7683 4111/4205
Switchboard Number: 020 7683 4000
Fax: 020 7683 4650

Email: complaints@chpct.nhs.uk

Also available in large print, Braille,
audiotape and PC formatted disc formats.



