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At the Tavistock and Portman NHS Foundation Trust we aim to provide the highest quality of care.  We value your opinion and want to hear your views about the Trust, its services and any changes you would like to see, or any difficulties you may have encountered with our services.

Comments and Suggestions

We welcome all comments and suggestions and appreciate hearing about what we may get wrong, what we could do better but also what we do well.

There are three ways to make comments and suggestions:

1
By writing to the Chief Executive at the address on the front of the leaflet:

2
By filling in a suggestion card

Suggestion cards are available at the main reception.  Simply place your completed card in one of the special boxes provided at Main Reception or opposite the lift.

3
By talking to our Patient Advice and Liaison Service (PALS)

PALS can be found along the corridor leading to the lifts on the ground floor.  You can also call them on 0208 938 2523.

If you have a concern or wish to make a complaint then you should refer to Concerns and Complaints in the next section and follow the suggested procedure.

Concerns and Complaints
Most patients and visitors are satisfied with our service, but sometimes things can go wrong.  If you are unhappy with the treatment you have received, or are receiving, from the Tavistock and Portman NHS Foundation Trust, you can raise a concern or make a complaint.  If English is not your first language you can make a written complaint in your preferred language, and we will arrange to have these translated. 

Who can complain?

You can complain:

· if you are, or have been, a patient of the Trust

· on behalf of your children or any relatives unable to complain themselves because of physical or mental incapacity

· if you are not a patient but have been affected or are likely to be affected by something the Trust has done or not done.

If you feel unable to complain yourself, you can give your consent to someone else (a friend or a relative for example) to complain on your behalf.  We will need to make sure they are acting with your permission before we can respond.

When should you complain?

You should complain within twelve months of the event(s) happening, or of becoming aware of the problem you want to complain about.  This time limit may be waived occasionally by the Trust if we feel you have good reasons for not having been able to complain earlier.

What are you expecting in response to your complaints?
It is important to think about what you want to happen as a result to your complaint, whether made verbally or in writing.

· Do you want an apology?

· An explanation?

· To see changes or improvements made?

· People to acknowledge their mistakes?

· Assurance that the same thing cannot happen again?

What will happen to your complaint? 

The NHS procedure for handling complaints has two stages:  informal and formal ’.

The first stage aims to sort out your complaint quickly and locally.  You can do this by approaching the Trust informally. 

If you wish you can put your concerns in writing and this will be managed formally by the Trust.  You will receive a written acknowledgement of your letter and a full response to your complaint once the Trust has had opportunity to investigate the concerns that you raise. 

If you are not happy with the outcome of the Trust’s response to your complaint you can refer your complaint to the Health Services Ombudsman and ask for an independent review.

Informal stage

Before putting complaints in writing there are a number of steps you can follow which could  help sort out the problem you are unhappy about.

The first thing you should try is talking to your clinician:
We hope that you will feel comfortable bringing your complaints to your clinician in the first instance.  He/she may be able to resolve your concern immediately.

If you are not satisfied that a solution has been found or you feel unable to talk to your clinician, talk to another member of staff:

You may like to speak to the Manager in charge of the service you are attending.  They will do everything possible to solve the problem quickly.  Do ask a member of staff to help you contact the right person.

You can also approach our Patient Advice and Liaison Service (PALS):
The PALS aims to offer support and advice to patients, their families and carers.  The PALS can be found along the corridor leading to the lifts on the ground floor.  You can also call them on 0208 938 2523 or email at pals@tavi-port.nhs.uk.

The PALS officer is here to listen to your concerns and queries and act on any informal complaints you may have.  The PALS officer can also advise you on making a formal complaint and give you information about other organisations (see below).

Formal complaints 
Written complaint

If you are still unsatisfied by the responses to your complaint, or wish to receive a formal written response to your complaint then you can contact the Complaints Manager, preferably in writing at the address on the front of this leaflet: 

In your letter please include your name, date of birth and address, or that of the complainant if different.  Give a full description of your complaint(s), including any relevant dates and times to help us investigate your complaint quickly and effectively.  All information will be treated confidentially.

Verbal ‘formal complaint 

If you wish to give your complaint over the telephone rather than in writing then you will be invited to sign the Complaints Manager’s written account of your complaint to make sure of its accuracy.

Help and support :

If you would like help and/or advice you can contact the Independent Complaints Advocacy Service (ICAS).  The ICAS can help you write your complaint and go with you to meetings.  The ICAS can also help you if you need particular help (for example if English is not your first language) (details on www.dh.gov.uk).

You can also contact NHS Direct on 0845 453647 or your local Citizens Advice Bureau (0845 120 3748 in London).

What will happen to your complaint?

Your complaint(s) will be acknowledged within three working days by the Complaints Manager.   You will be given the opportunity to discuss your complaints with a member of the Trust staff if you wish. Your complaint(s) will be investigated by the Chief Executive with the help of the Clinical Director of the relevant department.  Your complaint(s) will be discussed with all the staff involved.  We try to complete the investigation and send you a written response within about  25 working days.  If it is going to take longer than this   we will write to you and let you know the reasons for the delay.  Sometimes organising meetings with a senior member of staff or the Director of the Department can help resolve the issue.

Will your complaint affect your care at the Trust?
We would like to reassure you that you or the patient you represent will not be discriminated in any way as a result of you making a complaint against the Trust and that we will make every effort to resolve your complaint to your satisfaction. 

What if you are not happy with the Trust’s response?
If you are not happy with the Trust’s response you can ask the Health Service Ombudsman to investigate your complaint.   The Ombudsman is fully independent of both the NHS and the Government. 

You can contact this service at the following address:

The Health Service Ombudsman

Millbank Tower

Millbank

London  SW1P 4QP

Telephone:  0845 015 4033

Fax:  0207 217 4940

Email:  OHSC.enquiries@ombudsman.gsi.gov.uk
They will advise you how to proceed with your complaint.

If you have any queries regarding the information in this leaflet, please contact the complaints manager on 0208 938 2335.
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