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Barts Health

NHS Trust

Patient information

Tell us what you think of our

services – a guide to making comments, compliments or complaints
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Barts Health NHS Trust aims to provide excellent care and meet the needs of patients and visitors. We welcome feedback so that we know what works and what improvements need to be made.

Providing positive feedback

If you want to comment on our services or would like to thank or compliment staff you can use the form provided in this booklet and hand it to a member of staff. Alternatively you can post the form, or write directly to the Central Complaints Team, loor 8/9,

20 Churchill Place, London, E14 5HJ.

If you would prefer you can also provide feedback online:

Tweet us @NHSBartsHealth

Talk to us via www.facebook.com/bartshealth Give your opinion www.careopinion.org.uk

Tell us about your experience on NHS Choices www.nhs.uk Go to http://www.bartshealth.nhs.uk/get-involved/provide-a-compliment,-comment-or-concern/

Raising a concern

If you are concerned about the care or service you or a relative are receiving, please talk to a member of staff as soon as possible and let them know.

We always aim to resolve people’s problems as they arise. If you are dissatisfied or have any concerns please tell a member of the ward, clinic, or departmental staff and they will do their best to resolve the matter there and then.

lease be reassured that raising a concern or making a complaint will not affect your care now or in the future in any way; complaints are confidential. We promise to listen carefully to what you say and do everything we can to resolve your issues and find out what went wrong. The following services are also available to help you:
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Patient Advice and Liaison Service (PALS)

PALS offer free confidential help and advice to our patients, relatives and carers. They can:

· Assist you with support and information about your treatment or visit, and answer questions about our services
· Provide information on how to access other health and support services
· Listen to your concerns, suggestions or queries about our hospital services and feed them back to the Trust. Both positive and negative comments help us to continually improve patient experience
· Help resolve problems that service users may have experienced either as an inpatient, outpatient or visitor to the hospital
· Provide information on the NHS complaints process.
How to contact PALS

Royal London & Mile End rlhpals.bartshealth@nhs.net 0203 594 2040



Whipps Cross Hospital wxpals.bartshealth@nhs.net 0208 535 6438

Newham University Hospital nuhpals.bartshealth@nhs.net 0207 363 9292



St Bart’s Hospital sbhpals.bartshealth@nhs.net 0203 465 5919

NHS Complaints Advocacy

NHS Complaints Advocacy Services’ are independent of the Trust and provides free, confidential support to people wishing to raise concerns or complain about the health service. They will contact you and liaise with the hospital on your behalf.

How to contact advocates

The borough of Waltham Forest residents can contact Healthwatch Waltham Forest, via telephone on 020 3078 9990 or Mobile 07943

862742. For more information check out their website:

http://www.healthwatchwalthamforest.co.uk

ohWER NHS Complaints Advocacy 0203 553 5960 or 0300 456 2370 Email: LondonIHCAS@pohwer.net

Text: send the word pohwer with your name and number to 81025 3
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Making a complaint

If we have been unable to resolve your problem and you know you want to make a complaint, there are a number of ways to do this.

Face-to-face

You can tell a member of staff involved in your care that you want or need help to make a complaint. You can also ask to speak to or discuss your complaint with the senior person on duty or manager in charge.

PALS or the Central Complaints Team can also help people access the Complaints process if required. The numbers are provided below.

By telephone

You can telephone the Central Complaints Team for advice on the complaints process on 0207 480 4776 or 0207 480 4719. They will listen to your concern and can offer advice on the options and actions available to make a complaint.

In writing

You can complete the form at the centre of this leaflet and either hand it to a member of staff, or post it to the Central Complaints Team who will ensure your letter is dealt with promptly and by the right people.

By email

You can email your complaint to:

BHNT.centralcomplaints@nhs.net

Through our website

Go to http://www.bartshealth.nhs.uk/get-involved/provide-a-compliment,-comment-or-concern/
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If you have any comments, complaints, compliments or suggestions about our services – please tell us by filling this form

If you would like a personal reply, please fill in your details.

Please detach your completed form and hand it to a member of staff or post it to the Central Complaints Team, loor 8/9,

20 Churchill Place, London, E14 5HJ.

Patient details
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lais?
Si vous avez besoin d’aide nous disposons de représentants bilingues formés pour travailler dans le

domaine de la santé (“Bilingual Health Advocates”) parlant peut-étre votre langue. Vous pouvez les
contacter au Ce service est gratuit et confidentiel.
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E se eu ndo falo Inglés?

Se vocé precisa de ajuda, nés temos pessoas bilingues treinadas na érea de satde especialmente para ajuda-
lo(a) € que falam a sua lingua. Estas pessoas sdo chamadas ‘Bilingual Health Advocates’ € vocé pode
contacta-las pelo telefone A prestagdo deste servigo ¢ gratuito e confidencial.

Ysi lo ingles?

Si usted necesita ayuda, tenemos funcionarios bilingiies entrenados en el campo de la
salud que pueden hablar su idioma y abogar por usted. Usted puede ponerse en
contacto con ellos llamando al numero Este servicio es gratuito y
confidencial.



Name (Mr/Mrs/Ms/Miss)
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Hospital No. (If known)
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Address
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Post Code
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Telephone No. (inc. code)
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Date of birth
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Email address


If you are completing this form for somebody else, please give your details below
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 Name (Mr/Mrs/Ms/Miss)
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 Address


ost Code


Telephone No. (inc. code)


Email address
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Relationship to patient
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Please write your comment, compliment or complaint here.


Use additional paper if required.
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Age

Child (16 and under)

Adult (17-64)

Older adult (65 or above)


Gender


Male

Female

I would rather not answer

I would rather not answer

	Ethnic origin
	Sexual orientation

	Asian or Asian British
	
	Gay

	
	Bangladeshi
	
	Heterosexual

	
	Indian
	
	Lesbian

	
	Pakistani
	
	Bisexual

	
	Other Asian background
	I would rather not answer


	Black or Black British
	Religion or beliefs

	
	African
	
	Atheism

	
	Caribbean
	
	Buddhism

	
	Other Black background
	
	Christianity

	
	
	
	Hinduism

	Mixed
	
	Islamic

	
	White/ Asian
	
	Jainism

	
	White/ Black African
	
	Judaism

	
	White/ Black Caribbean
	
	Sikhism

	
	Other mixed background
	
	ther


I would rather not answer

White

White British Irish

Other White background

Other ethnic group

Chinese

Any other ethnic group

I would rather not answer

If you have stated other please provide details here:
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Equality Act 2010

Under the terms of the Equality Act a disability is defined as a ‘physical or mental impairment which has a substantial and long term effect on a person’s ability to carry out normal day to day activities’. We welcome complaints from people with disabilities.

Do you consider yourself
Yes

to have a disability?
No

I would rather not answer


If yes please give details


If you are completing this form for someone who is not able to give their informed consent, please complete the below section.

Consent to investigate


I confirm that I wish Mr/Mrs/Ms/Miss [image: image12.png]
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 to act on my behalf and receive all information relevant to my complaint. I understand that information from my health records may need to be disclosed to those involved in dealing with my complaint. I also understand that all information relating to my complaint will be kept completely confidential and will in no way affect my future care.


Signature



Date

Please state why the complainant cannot give consent


8


When should you make your complaint?

Ideally your complaint should be made as soon as possible and within 12 months of realising you have cause to complain.

Consent to carry out an investigation

If you are making a complaint on behalf of someone else, we will need that person’s written consent to carry out an investigation even if it’s on behalf of a close family member or friend. A form is provided for this purpose at the centre of this booklet.

What happens next?

Think about the outcomes you want as a result of your complaint. A member of staff from the service investigating the complaint (governance lead) will contact you within three working days of receiving your complaint to confirm receipt.

If you have complained on someone else’s behalf, we will ask that person for permission to liaise with you and to disclose to you any relevant information about their treatment and care, unless a valid consent form has already been provided.

We will contact you to discuss how you wish your complaint to be handled and negotiate a timescale within which to respond.

We will carry out a full investigation, and may invite you to discuss your complaint in person, or ask you for further information. You will then receive a full response from the Trust usually by letter, unless an alternative method has been agreed with you.

If there are likely to be any delays with our investigation, we will contact you as soon as possible to explain why. You can always contact the lead investigator of your case for an update on the investigation.

Thank you for taking time to make your comments, compliment or complain. The information you have provided will be treated
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confidentially. The equality information will be used by Barts Health NHS Trust to help us to monitor the effectiveness of our equality policies.

What if you are still unhappy?

If you are unsatisfied with our response to your complaint please let us know why and we will do our best to resolve any outstanding issues.

If you are still dissatisfied, you may request an independent review of your complaint by the Health Service mbudsman, who can be contacted at:

The Parliamentary and Health

Service Ombudsman,

Millbank Tower

London

SW1P 4QP

Telephone: 0345 015 4033 (08.30 – 17.30, Mon-Fri)

Email: Phso.enquiries@ombudsman.org.uk

Website: www.ombudsman.org.uk

The Ombudsman will generally only consider your complaint once you have completed the Trust’s complaints procedure and received your final response.

If the Ombudsman is of the opinion that the Trust can do more to resolve your complaint, they will refer your complaint back to the Trust. It is therefore very important to allow the Trust every opportunity to try and resolve your complaint.
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What if I don't speak English?

If you need help, we have trained Bilingual Health Advocates who may speak your language. You can contact them on 0203 594 6296. This service is free and confidential to you.

Что если я не говорю по-английски?

Если Вам нужна помощь, у нас работают профессиональные «защитники пациентов» (health advocates), говорящие на двух языках; среди них, возможно, есть те, кто говорит по-английски и по-русски. Связаться с ними можно по телефонам 0203 594 6296. Их услуги бесплатны и конфиденциальны.

A jeśli nie mówię po angielsku?

Aby zapewnić pomoc językową, nasi pracownicy (Health Advocates) mówią wieloma językami i mogą akurat mówić po polsku. Proszę się z nimi skontaktować pod numerem 0203 594 6296. Ta usługa jest bezpłatna oraz poufna.


0203 594 6296

0203 594 6296.

0203 594 6296

0203 594 6296.

0203 594 6296.

0203 594 6296

0203 594 6296.

0203 594 6296.
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Our commitment to you

Barts Health NHS Trust is committed to being open with its patients. If any problem affects your treatment or care, we aim to be proactive in telling you openly and honestly what has happened, at the earliest opportunity. Where necessary, we will conduct further investigation and in all cases we will give you information, try to answer your questions and tell you what we are going to do to put the matter right. The same applies whether we learn of a problem as it occurs, or from something that you tell us, or from the investigation of a complaint or incident.

Data protection Act 2018

The Trust processes your personal information for delivery of high quality healthcare. Your health records could also be used for teaching, training, audit and research, which enables us to deliver the best possible care across the Trust. Further information can be found at www.bartshealth.nhs.uk/your-visit/advice-and-support/patient-feedback/making-a-complaint/

Large print and other languages

For this leaflet in large print, please ring 0207 480 4776.

For help interpreting this leaflet in other languages, please ring 0207 480 4776.

Reference: BH/ IN/221

ublication date: Jan 2019

roduced by: Central Complaints Team

All our patient information leaflets are reviewed every three years.
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