9

Advocac

Havering Indegrated Rdvecacy Service

What are
my options?
What are
my rights?

" | need

someone on
my side.
I'm struggling
fo get my point
across.

| need
someone
independent
and
confidential.

l.

To contact us:
828 7518 1881/ 81788 566 b8
havering.advocacy@mithn.org.uk

Harrow Lodge House, Hornchurch Road, Hornchurch RM11 1JU

Havering NHS Complants Advocacy
Self-Help Pack




Table of contents

Contents

1. Intfroduction 3
1a. How to read the Self— Help PacK...............cocooiiiiiiinnnn. 4
1b. Complaints Process Diagram............cccoviiiiiniiiniiiieinieieienenn. 4
1c. What is NHS Complaints AdvVOCACY?...........ccooiiiiiiiiiiiiiiiieeeennnn. 5
1d. Who can make a complaint?........ccooooiiiiiiieeiiiiiiieee e 5

2. Accessing NHS Complaints Advocacy in Havering
3. What can an Advocate do for me? 7

4. NHS Complaints Process Guide

4qa. Considerations & Flowchart OptionS..........c.coevviiiiiiiiiiiainen, 9
5. NHS Complaints Process: Stage 1 10 /1
5a. The Patient Advice and Liaison Service (PALS)............c.......... 12
6. NHS Complaints Process: Stage 2- Making a formal complaint 13/14
ba. Structuring your Complaint............c.coeevviviiniiiieeeeeee 15
Bbb. Sample Complaint letter..........ccoviiiii e, 16
bc. Acknowledging your complaint..........ccooeiiiiiniiiineeene 17
6d. Local Resolution MeetingsS..........ovviiiiiiiiiiie e 18
be. Understanding the NHS’s response..............ccocovviiiiiiiiiinn.. 19
7. NHS Complaints Process: Stage 3- Parliamentary and Health Service
Ombudsman (PHSO) 20/21
70. Secondary BeVIEW........c.ovuiuiiiiiii e 22
8. Useful Contacts 23/24



l. IndroducHon

The provision of Independent Complants Advocacy Service (ICAS) was made a legal requirement
by the Secretary of State £or Heakth under sechon 248 (I) of +he National Health Service Act
20006. These services operated From 2003 40 April 2013, commissioned \0\5 +he Departvent of
Heakh and provided \o\j select  supphers. However, +hese services were short hved and were
replaced \"‘5 NHS Complaints !Ao\vocao\i n April 2013. The new NHS Complandts Nvooac/g
Services were now commissioned by local authorthies £or residents n Hhe borough waring
support N makng a compland about Hher experiences with therr NHS  Providers. The
framework for handlng NHS complants consists of 2 universal +wo—Her process comprising
oF

) local resolution and 2) Appeal 0 the Parhamendary and Health Service Ombudsman (PHS0),
W local resolution fails.

Mind n Tower Hamlets and Newham (WIhTHN)

Wind n Tower Hamlets and Newham (WITHN) are a community mendtal heakth chary,
providing people ving wrth mental health or emotional 1ssues with information, advice and
support. WWhTHN am 40 work w pardnership with people and communihies +0 promote and
support mental health, wellbeng, resiience and recovery and +o challenge shgma.

Haverng Integrated Advocacy Service

In +he London Borough of Havering, Wind In Tower Hamlets and Newham (IWITHN) has been
commissioned +0 manage Hhe contract £or NHS Complawis Advocacy services wiich £orms

part of Hhe Havering Indegrated Advocacy Service, with Vind i Tower Hamlets and Newham
(MITHN) overseemqg +he qualdy and delivery of Hhe service.




la: How +0 Read the Self-Help Pack

How 40 read the self-help mformation pack?

The followmng self-help pack ams 4o help you understand the NHS complants process and how You can raise a
concern or make a £ormal complant.

You can choose +0 Self-Rdvocate and raise your concern qourseu-‘ or choose 40 seek assistance £from the NHS Com-
plants RAdvocate.

Whatever You choose 0 decide Hhis pack provides a s+cp-\o\5-s+cp ouide with mportant nformation at+ each stage of
Hhe process and useful +ips. There are #wo stages +he NHS Complands process wihich are |) Local Resolution and 2)
Independent Review.

Stage |- Local Resolvhon- refers 40 resolving +he complant or addressing Hhe concerns as locally as possible. Tins
could ke erther achieved 1) mformally by discussing the concerns direcHy with the NHS service or 2) by making a
£formal complaint ewther 40 the NHS service or +hew providers.

lb: Complaints Process Diagram

The following diagram provides an overview of all #he important stages of +he complandts process. The NHS
Complants Advocate will be avallable 40 discuss Hhese with You S0 that you are aware of the options available 4o Yyou
N0 MaHer where You are n the NHS complaints process.

NHS Complaints

Advocacy

Stage 1

Raising concerns

Stage 1
Local Resolution

Stage 2
NHS Complaints Making a formal
Universal Two-Tier complaint
Process
Stage 2 Stage 3
Independent . . Revi
REView ndependent Review
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le: What s NHS Complands Advocacy?

The National Health Service (NHS) works hard +0 make sure patients and thewr families are sahisfied with hewr
services and recewe good qualihy Hreatment and care.

However, sometmes Hwngs 9o wrong and +his might affect you, a £riend or a Family member.

You mMight not be sure akout what you can do about the concerns you have about Hhe treatment and care
provided.

The NHS Complaints Nvooaaq Service ams 4o provide support +0 Hhe residents of the London Borough of

Havermng wanting o0 raise concerns or making a formal complant akbout Hhewr experiences with thewr NHS
providers.

The service espeo\allxi ams 40 provide support 40 +hose who mMay not have the skills, knowledge or a\o\l\hj 10
make a complant.

Similar services mclude, he Patient Advice Liason Service (PALs) created y 2002. PALS are part of the NHS
Trust, 4hey are avallable on hospital sie For patients and thew Families wanting 40 discuss Hheir +reatment
and/or care whilst in hospwtal. However, Hhe service does not replace the £ormal NHS Complandts process. W
Yyou want +o make a formal complant, PALS waill le+ +ell You Hhat you are entitled 40 access the NHS
Complants Advocacy service, a £ree, mndependent and confidenal service.

The NHS Complaints Nvooaaq Service can support anyone who 1s unhappy wWith Hhe care or treatvient +hey
or someone +he\5 know has recewved £from +he NHS.

The service can help You raise concerns or make a formal complant about +he +reatment evther You or somie-
one yov know has experienced.

ld: Who can make a compland?

Anyone can make a complant about the care and/or treatment they have recewed £rom Hhe NHS n england.
You can make a complawvdt For qourscu: and even on behalf of someone yov know yov have Hhewr consent +0 do
S0.

You can complan akout any service Hhat 1s funded/commissioned by the NHS. These include; GP practices,
hospials, clhrics and mMay also mnclude shelered accommodation and socaal care homes.

The NHS Complaints Process cannot help You make a complant about private healthcare or services that are
£unded by Hhe Local Authorthes. Private health services have 4hewr own complants process.

The NHS Complants Process carmot be used 40 discipline NHS staff members.

You can speak +0 your NHS Complants Advocate W you are unsure W Hhe service you want 40 compland akout
comes under the NHS Complants Regulations.

BN



Z: Nceessing Hhe service

Accessing NHS Complants Advocacy service in Havering

IE you ward support N raising concerns or making a £Formal complant or just want 40 have a quick chat

about Your experiences, Jdont WOrry- we can help!

What happens nex+?

1€ you requre NHS Complants Advocacy support and you or +he person you are making +he complant on be-
half of 1s a resident of Haverng you can call our man nkormation ne on OIMOY S6O 6O or email your query
10 havering.advocacy@mhn.org.uk . Our lnes have a 24 hour answerphone, so leave 2 message and somebody

will get back +0 you as soon as possikle.

Once we have recewed your request 40 speak +0 an advocate, we am +o acknowledge your query within 2
working days. You will ke asked 40 complete Hhe registration process. Our advocate will Hhen arrange 2 meeting
at our Havering office 40 discuss your concerns n more detall. We aim 40 provide you with next steps néor-
mahon wihin S working days. We can also provide an wverpreter and discuss any other languaoe/

COMMUNICAHON requirements.

Our service s £ree, ndependent and confidenhal. We have a secure datakase where we store details and wnfor-
mation. This 1s only shared between the Havering Integrated Advocacy Service (as part of IWITHN). We will not
share your wneormation with ay +hird parties without your consent. You can ask your advocate for a copy of

the oonF\Jem\aI&q pohaq.

The NHS Complamnts Advmui Service opering hours:
Wionday +o Friday (may be subject 40 change)
From 09.00am until 5.00pm

Address: NHS Complants Advocacy Service
Harrow Lodge House
Hornchurch Road

Hornchurch

VI 1DV
Phone: OI10% 560 66O
email: havering.advoacy@mitn.oro.vk
W mMithn.oro.uk

e —



3: What can an Advocate do for me?

The NHS complants advocacy is a £ree, confudential and ndependent service wihich you can selé-
refer 40 at any Hime and available o all Havering resudents. The £ollowing hsts are 40 gwve yov 2
general ea of +he role of an NHS Complas Advocate, more specific roles m each stage of +he
complandt process will be detaled throughout Hhe self-help wformation pack.

we Can

Support you to understand the
information given to you so that
you can make an informed
decision

we cannot

Give you advice or try to per-
suade you to take a particular
course of action

Explore the options available to
you at each stage of the com-
plaints process

Help you in taking legal action-
but we can signpost you to
those who can

Support you to write a raising a
concern/complaints letter or
can provide you with a tem-
plate

Help you with compensation
claims

Help you arrange and prepare
for meetings in relation to your
complaint and accompany you
if necessary

Aid you in any matters which
fall outside of the NHS Com-
plaints process- but we can
signpost you to those who can

Signpost you to the right people
where appropriate

Make choices for you

Contact the NHS organisation
and third parties relating to
your complaint, on your behalf
with your consent

Investigate or take sides, rather
we support you to speak up
about what you want

Help you decide whether you
are satisfied with the response
you receive from the NHS pro-
vider

LAINSAKAIAS

Make calls or write letters/
emails on your behalf without
your consent

XX XX XX X

e ——




4. NHS Complaints Process Guide

For some +he NHS Complants process mMay be confusing or even a comphcated process +0 navigate. The am of
The NHS Complants Advocacy Service 1s 40 make sure you understand +he process, Hhe optons Hhat are available
10 you at each stage so that you can make an nkormed decision. We can provide guidance at any stage, even

youre unsure, renJg 40 make a formal complavt and what 40 do W you are not sathisfied with Hhe outcome.

Do you want to start by discussing the problem or
do you want to start the complaints process?

3 _

B Discuss the problem

Start Complaints
Process

[ ] i

Discuss the problem with whoever Make your complaint to the health ser-
is providing the health service, for vice provider or commissioner.
—
example, your GP or hospital o .
- Must acknowledge within 3 working
) days
?3" - No
wn l - They may offer to meet you to discuss wn
ot
the problem o
[¢]
If it can be sorted out within 24 hours, N~
there’s no need to take it any further. l
Can the member of staff resolve the
Did meeting with them resolve the issue
and were you satisfied with their final
Yes 1
: Yes l No
If it can be sorted out, they should tell
you what steps they will take and give
you feedback about when these steps
You can ask the Parliamentary and
Health Service Ombudsman for an Inde-
l pendent review
p ‘ No
Problem resolved ¥ | =
Are you satisfied with the outcome from —
the Parliamentary and Health Service
1 o
$ 8
m
w
Ask Parliamentary and Health Service
Ombudsman for a review of their
decision —

©



42: Consuder Hhe following,..

Before raising concerns/making a formal complaint

Think about......
~ -
What am | unhappy - B
about? What do | want to

~_

( achieve?

N
~ S /
How soon do | need
my issues resolved?

NHS Complaints
Advocacy
Service

Stage 2: Making

Stage 1: Stage 3:
Discussing the a formal Independent
problem complaint Review

e —————



1. Stage |. Wiakwng a Complandt

Discussing the problem- Giving feedback

Gving £eedlack 1s encouraged and helps improve Hhe quality of your care and others. You can owe qood or bkad
feedback ""5 teling the NHS service about . I You are not happy with your NHS service, ¢ 1§ /mportant 40
discuss your concerns early on with the provider of +he service. Depending on 4he cause £or concern, His may
be 2 quicker route +0 resolving your problems. Some maHers require IMmedizte aHention, For example, W you
are concerned with the treatmient or care or would ke +0 raise aler+ +0 an meadent during admission wn hospi-
+al, you May want 40 speak with the Patient Advisory Liaison service (PALS) (o read more about PALs, +urn
+0 page 10)

Raisng concerms- Where do | beqin?

Think about what youre unhappy about, £or example:

Is & +he +reatment?
Is ¢ +he behaviour of +he staff?
Wating +mes?

Think about what you want +o achieve £rom raising +he concern, £or example:

Do you want ac,know|ce|qmen+/apoloqq £or what happened?
Would a Follow up appoiniment help resolve 4he 1ssue?

You can qwe general feedback via the methods avallable at the service (ask #he services/ward recephion
staff)

Raise your concerns edher directly 40 4hose you have concerns about or +0 thewr managers. You can do
Hs verkally or mn wriing

You can request +0 meet with the relevant people in #he NHS organisation 40 discuss Your coNcerns

What happens afier I've raised a concern?

Your NHS service might write back +0 you addressing your concerns

(read Understanding +he NHS's response on page 25)

They may request 10 meet with you, W they Hhink o will help Hhem +o resolve your 1ssues (read more about
local resolution meetings on page 23)

H's wmportant 40 note +that your concems have been rased \n(-‘ormalM, they cannot be
escalated 10 the Parhamentary and Health Service Ombudsman (PHSO), Hns option 1s
available only after making a formal complant 2+ Local Resolution Stage 2.




1. Making a Complant Stage |

Case S+u=h5

Wirs Snow was very unhappy with her GP. As a patient with fikbromyalgia, she suffered £from severe muscle
paNs oN A Jn\5—+o—¢|a\5 basis. Wirs Snow Fel that she was not gething +he appropriate +reatment or care £rom
her GP and found « very dficult +0 express her views due 40 the language karriers. Wirs Snow discussed +he
problem with her NHS Complants Advocate, wiho explaned the NHS complants process. Both #he advocate and
Wirs Snow explored the options and what outcomes Wirs Snow wanted £rom making the complant. Virs Snow
explaned Hhat she really yust wanted her doctor 40 know how she was £eeing and whether there was anyting
available 40 help her deal with Hhe pan. Wirs Snow decaded 40 wrie a leHer of concern 40 speed up +he resolution
process. Her advocate drafted a leHer detaling Wirs Snow's concerns and desired outcomes, which was sent 1o
her GP's prachce. ShorHy after, Wirs Snow recewved a resoluhion meetng request where a pan management care
plan was discussed. Wirs Snow was happy with +he outcome and the mater was resolved +0 her sahsfacton.

**Names have been changed 4o protect the identity of the clent

Stage 1- How can my NHS Complaints Advocate support me?
Your NHS Complaints Advocate can:

Meet with you to discuss the problem

Liaise with PALs on your behalf, with your consent and chase any queries you might have
made

Help you arrange any resolution meetings to discuss your problem with the relevant people

Help you draft a letter with your concerns

Provide you with the next steps

Help you understand the NHS’s response to your letter see page 25

Help you explore stage 2 of the NHS Complaints Process

@ W I'm not happy with the NHS's response?\

IF Hhe 1ssue s resolved wihwn 24 hours and you are happy, there s
no need 40 +ake w further. I you are unhappy with Hhe results, you
can escalate your  concem wro a £ormal complant and move on
r 10 Stage 2 of +he process on page 1.

av' -




5a: Paterdt Advice and Livasson Service

I you do not want +0 raise a Formal complant and would like o resolve Hhe mater as soon as possikle, you
mMay wish +0 discuss Your CONCRIMS with PALs £irst, 40 Hy and resolve +he problems |ooa|l\5.

PALS does NOT wvestigate formal complardts and does NOT replace +he NHS Trust's formal complards pro-
cess.

Who are PALS?

The Patient Advice and Lyvaison Service (PALS) 1s a confidential service set up \a\; the NHS wn 2002 for
patiends, carers, relahives and £riends who may require help, advice and nFormation regarding a service
within the NHS Trust. PALS services operates on all stes of the Trust and have access 40 all members of
staff as well as a cendral patent haison +eam, allowng them 40 negohate quick solutions 40 proklems or
queshons.

What can PALS dJo?

PALS can:

e  Advice and support patients and Hhewr Families and carers
e Listen to Your concerns
e (Give You nEormation about support groups outside the NHS

/ What is the difference between PALs and NHS Complaints Advocacy? \

PALS NHS COMPLAINTS ADVOCACY

An independent service and not answerable to
the NHS

Can give you information and assist you in local | Are specialists who can support you with your
resolution and how to access the local NHS | complaint no matter where you are in the NHS

Staffs are employed by the NHS

Complaints process Complaints process
Can help with concerns that need immediate Will support you to explore a range of options
attention. They are available to sort out any so that you can make an informed decision

Kconcerns that may arise in using the Trust’s about the progress of your complaint
services. /

W you are shill unhappy after contacting PALS and wish +0 make a formal compland, wih your
consent, both PALS and NHS Complaints Nvooac/\i can refer your case 10 each other W there 1s mutual
agreemient and you £eel that Hus would be Hhe best course of achion £or you 40 help resolve +he issue.
Your NHS Complaints Advocate can also provide any £ollow up +0 queries or correspondences From PALs
relating 40 your complan.

e ——




b. Stage 2: Wiaking a Formal Complant

Wiaking a formal complant (Local Resolution)

NHS Complaints
Advocacy Service

-
\

Stage 2: Making Stage 3:

Stage 1: Discussing a formal Independent
the problem

complaint Review

The NHS complants process aims +0 resolve matters as locally as possible. You are not required 40 raise/discuss
Your concerns \nx-‘ormqll\.j £irst n order 40 wrie a formal complant, You May decade +hat You want 0 skip
Stage | and make a Formal complant nstead. Or you Might have already raised/discussed your concerns wkor-
mally and youre not happy with the outcome. This may also ke Hhe best route W what happened raises serious
standards of care, complex 1ssues 4hat require nveshgation or W your concems nvolve more Hhan one organi-
sahon Wit Hhe NHS Trust

Can | make a formal compland?

w
*\ |. This checkhst should help you decide whether you can make a formal
3 complawnt about your concerns. This 1s onlq a quide, speak 40 your

NHS complants advocate W youre unsure or W youre unable +o hck
“gcs“ 10 any of +he statervients below:

[ The services, staff, department | wand 40 complant about are emploch/LunJcJ/
commissioned by Hhe NHS

D | am making 2 complant wihin a year of the ncadent happening
D I am complaning akout an micident that happened over a year 29, but | am making a

complant wrthin 12 mondhs of realising and/or | have good reasons £or not complaning
earher

\Aq—\_



ba: Formal Complants continued.

Stage 2- How can my NHS Complants Advocate support me?

Your NHS Complants Advocate can:

Wieet with you +0 discuss +he problem

Liaise with 4he NHS complants department, on your behalf, with your consent and chase any
queries you mMight have made

Help You arrange any resolution meetngs 40 discuss your problem with Hhe relevant people

Help you draft a formal complant leter

Provide You with +he next steps

Help you understand Hhe NHS service's response 40 your complandt

Provide You Wit next steps 40 your complaint.

Prepare your complant £or ndependent review Stage 3 (W required), see page 21

Who do | make a formal complant +0?

For complaints about: Write/speak to the:

NHS Trust of the hospital, responsi-
NHS staff, ward, department, care

. . ble for the management and run-
homes*, social services*, mental health

| Practice Manager or NHS England,
| responsible for the management
and running of the service

GP, dentist, pharmacist or optometrist

Local clinical commissioning group
(CCG)

A commissioning/funding decision |

that has affected you |




ba: Structuring your compland

Writing/making a verlal complant

Go +0 page 20 +0 read a sample formal complandt letHer

Think about what youre unhappy about, £or example;
Is @ the +reatmendt?
Is & Hhe behaviour of +he staff?
Waking +Himes?
Think about what you want Hhe NHS organisation 40 inveshgate or provide answers 40, £or example;
Would you hike them +0 nveshigate the warhing Hmes at your GP prachce?
Think about what You want 10 achieve £from making the complandt, For example;
Do you want acknowledoment/apology £or what happened?
Would a follow up appowtment help resolve +he 1ssue?

TIPs £or structuring your concerns/compland verbally or wriHen

The PEC medhod

POINT- What 1s +he pont You want 40 make?

ewndence- When did Hus happen? Who was nvolved? Where did +his happen?

Comment/Concermn- How did Hhis make you £eel? What impact did +his have on you?

example: / POINT / EVIDENCE
[1 was not given +he appropriate Hreatmient and care.] [During my last appointmient with Dr Bob on +he
28" Ju/y 2015, | was +old | have 40 +ake painkillers and was not offered an X-ray desprte +he prolonged
sweling. Wy appointmient was also cut down +0 2 rnvtes]  [1 £elt | was not beng +reated farly and
My concems ere not hstened +o, | £eel # was his Ju+y 10 explore all treatment options.]

N

COMMENT/CONCERN

I your complandt concerns more Hhan one NHS organisation, you only need 40 send a leHer +o one of +he or-
ganisahions; they will haise with 4he other organisation(s) mvolved and provide a coordinated response

W your complant concerns more +han one NHS Trust, You will be required 40 complan 40 Hhem scpara+e|\5

Fnal +ps!
Keep a copy and a log of any leHers/communications
Write the complant v an unemotional way- avold personal aHtacks, £or example, o 1s okmi 10
say "l £el the consubtant was not +aking me serously because of Hhe way he handied my
Hreatment and care” rather +han “1 did not ke Hhe consulant because he didn+ look ke
he knew what he was dong"
Keep your letter 0 Hhe point and as concise as possible

i e



bk: Wring a Formal LeHer

Wrihng 2 £ormal complant letter- How can my NHS Complants Advocate support me?
Your NHS Complants Advocate can:

Help yov draft he leHer with Your concerns

Proofread +he leHer before you send i+ 40 +he relevant NHS complaints department
Wake sure all Your concerns are expressed dc.:\rlg and your deswred outcomes are ncluded
Provide you with +he detalls of where you need 40 send Hhe leHer

Sample Letter

[Your Name]
[Your Address]
[Complaint handler’s name]
[Complaint handler’s address]
[DATE]

Dear whomever this may concern

Subject: [Formal complaint] or [Raising concerns] regarding inadequate treatment and care at [name of NHS service]

[your full name], [your date of birth],[ your NHS number]

I am writing this [letter of complaint] or [letter to raise concerns] regarding the care and treatment | received from [name of NHS
service and organisation]. | would also like to complain about the attitude and rude behaviour | experienced from the doctor.

| attended [name of practice] due to a swollen ankle | have been experiencing since [date]. | was not given the appropriate treat-
ment and care when | visited [name of practice]. During my last appointment with [name of physician] on the [date of incident]. |
was told | have to take painkillers and was not offered an X-ray despite the prolonged swelling. My appointment was also cut
down to 2 minutes. | felt | was not being treated fairly and my concerns were not listened to, | feel it was his duty to explore all
treatment options with his patients. Furthermore, it is potentially dangerous to allow patients to find out information on their
own without guidance.

| was also treated very rudely by [name of physician] during my appointment [date]. | asked the doctor for further information
regarding the prescribed painkillers. Instead of providing the information, the Dr said | will find the information online and that
he does not have time to answer my questions. | felt this was unprofessional and the attitude was unnecessary.

Taking the above into consideration | would like a full and thorough investigation into my concerns to be carried out, a clear
response and solutions regarding the following:

Why did [name of physician] not offer me other treatment options?
Why was | not given the full time of my appointment and instead given only 2 minutes to speak about my concerns?
Why was | not given proper information about my medication and instead told to look for the information online?

I would like a full acknowledgment and written apology from [name of physician]. | do not feel his attitude and rude behaviour
was appropriate. | would like to know what the Trust will be doing to make sure physicians are giving patients their full appoint-
ment times and how they will ensure physicians are exploring all treatment options with their patients.

Please do not hesitate to contact me for clarifications on [phone number] or via [email address]. | would also like correspond-
ence for my complaint to be shared with my NHS Complaints Advocate [name of advocate] on [advocates email].

Yours sincerely

[Your name]



be: Acknowledgng your Complawt

What can | expect after I've made a formal compland?

After making your compland, you should expect the following mn accordance with The Local Ruthority
Socaal Services and National Health Service Complants (England) Requlations 2009:

| An acknowledgement of receipt of your complant within 3 days (Section 13 (4))
2. An agreed Hmeframe £or when you should expect o receve Hhewr response +0 your compland.
(Secton 13(7))

The NHS orgarisation must respond 0 your complant within b mondhs of recewing your complant
(Sechon 14 (3))

The deadline for Hhe response will depend on Hhe comp|ex\+\5 of your case. As a gude, W your case can be
easily wmvestgated and resolved, he NHS services am 10 respond 0 complanis within 25 working days.
youre case needs an extension, your complants officer should mform you about His and give you +he
reasons £or the delay (Sechion 14 (4))

I've made ™My complard but | didnt recewe an acknowiedgment or any Hmeframe nformation about
when | should expect 40 hear £from them, what Jdo | do now?

Dont heswtate 10 call them
Ask about your complaint reference number and ask 40 speak +0 the complants
officer handing your case, your complants officer should be able 4o
tell you how long nvestgating your case will +ake.

H's been over 0 months and | shill haven't recewed Hhewr response 40 my compland, what happens now?

You should recewe regular updates about your case. W the NHS Service £ails +o meet

thew nhal agreed deadhne +o respond +o your compland, they should wnform You as
sooNn as possible, give you Hhe reasons £or +he delay and a new Mutually agreed
+Hmeframe should be applied.

IF 4he service Fails 40 respond +o You within 6 months of making +he compland, speak +o your NHS Com-
plants Advocate 40 find out what you can d0 next.

e ———



bd: Local Resoluton fieeting

Whether youre raisng concerns/discussing your problems nformally or making a £ormal compland, your NHS
provider may offer 40 Meet wWith you 40 answer Your quesHoNs and +0 discuss your concerns i more detail. Your
NHS Complants Advocate can support Yyou before, during and after local resolution meetings.

What \s a local resolution meeting?

Local resolution meetings are usvally arranged by +he NHS service 40 give you the opportunity +0 discuss your
concerns with a member of staff £rom Hhe complants/quality department.

Local Resolutons meetngs can:

Gwe You and the NHS Service +he OPPOrtuNtty £for +he NHS Service 4o discuss and answer some of your
questions/concerns before +he £inal response +o your complaint.

Take place or can ke requested by complanant or NHS service at any +ime 4hroughout Hhe NHS Complans
process, Stages | (see sechon 5) and 2 (see section b)

Also +ake place at the request of Hhe complanant, W +he request s decined, you should be nkFormed of +he
reasons by the NHS service.

How can my NHS Complanits RAdvocate support me during local resolution meetings?

Before your local resolvtion meeting;
Your advocate can:
Help You prepare £for the meeting n an "action plan meeting”
Note ponts and concerns you want +0 raise at Hhe meehng
Help you organise your concerns within Hhe Hime given £or Hhe meeting

During +he local resolvtion meeting;
Your advocate can:
Accompany you 10 your meehngs
Only act on nstructon
Ask For something so ke explaned more simply or £or clarfication, 40 make sure you have understood +he ex-
planation provided or +he\5 £feel Hhe questons raised were not answered
Rererate your concerns but cannot raise ponts not discussed n Hhe action plan meeting or ask questions of
thewr own
Ensure the meeting 1s as produchive as possible by marking/tcking ofF 4he powvs Hhat have been covered but
cannot take minutes or notes
They can hghlight where apologies or explanations have been provided n writing, but you are shll unhappy or
want more nkormation, your advocate will not prevent you £rom asking Hhe same questons agam.

Atter +he local resolvtion meeting;
Your advocate can:
Help Yyou understand Hhe information provided n the meeting

Weeet with You +0 discuss Hhe ponts raised n +he meeting ut canot offer Hhewr own opwions on a complant
or discuss \ssues that fall outside of the NHS complants process 1e. legal action
Discuss next steps (W necessary)



bd:Understanding the NHS's Response

After 4he NHS complants department has £inished Hhewr mveshigaton you should recewve a leHer £rom Hhe
complants officer or head of department. I you or +he NHS organisation request a local resolution meeting, as a
quide, Hns vsually +akes place before the response 0 your complandt 1s £inalsed. However, n some cases, +he
meetng can +ake place even after the NHS's response +o your complant (read more about Local Resolution
meetings on paoe 23). When the nveshigation 1s completed and any meetings have been held, you should recewe a
leHer ncluding the following:

A summary of your complant

Findngs From the investigation

Actions that are gong +0 ke +aken as a result of the investigation
What you can do W you are dissahishied with the answers given

The Health Service Ombudsman has produced a set of six clear principles £or good complants handiing, these are
expected 40 be £ollowed by all NHS organisations wien dealing with your complant. You can £ind more wwormation

oNn www.ombudsman.oro.uk
Your leHer should:

Be balanced, factual and \mpartial

Address all Hhe 1ssues raised n your complant and acknowledoge what you were hoping +0 achieve £rom making
the complant

Be clear and easy 10 understand

Somietimies a deadline 1s gwven £or you +0 discuss any oF the mMaters raised n Hhe response leHer, W +hey do not
hear back from You, the case mMay be closed. W your case has been closed, try +o contact them as soon as possible
- v can ke reopened under exceptional circumstances. Your advocate can gwe you nfFormation about what You can
do next. Your advocate can also help yov £wnd o W Your reasons meet the exceptions crvena.

Understanding the NHS'’s response- How can my NHS Complaints Advocate support me?

Your NHS Complaints Advocate can:

Meet with you to help you understand the information in your response letter

Help you arrange any resolution meetings to discuss your problem with the relevant people (if
possible)

Help you draft a response to the NHS response letter (if necessary)

Help you escalate your complaint to Stage 3 if you are unhappy

What W I'm not happy with +he NHS's response?

W You are not satisfied with Hhe outcome of your complant or +he way your complant was handled;

K helps +0 9o over the outcomes you wanted 10 achieve

Or you can rewrte 40 them and ask them 4o review Hher £indings/ decasions

Or you can escalate your complant +0 Stage 3 For an independent review \oq the Pnrhamenﬂ\rq and Healh
Service Ombudsman (PHSO) page 27, once a £inal response has been recewed £rom +he NHS.

This s 4he end of Hhe ndependent review process.


http://www.ombudsman.org.uk

T $tage 3: Independent Review
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T Stage 3 Independent Review

£scalating your complandt 40 Hhe Parhamentary and Health Service Ombuds-
wian (PHSO)

You can escalate your complant +0 +the PHSO You have +ried exhausted the options explaned v Stage
2 40 resolve +he compland. The PHSO will not inveshigate a complant yust because you do not agree with
a decasion made by the NHS service, you will need +o offer evidence as 40 wihy the NHS's decision 1s
Wrong or unsah&(-‘aworq. The PHSO's primary aim 1s 40 ensure +hat your complant was handled accord-
g +0 the NHS Complants Regulations and +0 make sure the NHS service responded +0 you £arly. They
are considered the £nal stage for unresolved complants and use 2 3 step process when dealing with
your complawdt

Step |- What happens once they recewe my complawndt?

The PHSO will not consider complants +hat have not been responded 4o \9\5 +he NHS service, W the NHS
Service has not responded 40 your complart within & months of making +he complant, speak +o your
NHS Complants Advocate for next steps.

The PHSO begn with inthal checks 40 make sure they can deal with your compland Hus includes looking
WHO Hhe organisation and he 1ssue you are complaning akout and whether you have exhausted Hhe or-
ganisations own complants process. The PHSO am 10 complete Hhese checks within £ive workng Jaqs
and will nform you of Hherr decision shordy after.

Step 2- Decading whether 10 inveshigate your compland

Whether the PHSO decide 10 mnvestigate your case or not, you will be nformed of thewr decision n writ-
g or via email wihin 20 working days of recewing your complant. I Hhey decide +0 nvestgate your
compland, +In6\5 look at several Hhings ncludng, the personal impact the cavse for complant has had on
You, whether you have or had the ophion of +aking legal achion mstead and wiether there are signs +hat
the organisation's achons have had a negative effect on you and w has not keen put right.

Step 3- Investigating your compland

IF the PHSO have decided +0 mnveshoate your compland, Hhey will +alk +o you akout your concerns and
what they will ke mnveshigating. They will also le+ you know how long the nveshigation will +ake and will
keep you reqularly vpdated. Before making thew £inal decision, the PHSO gather all #he nformation £rom
yoursele and Hhe organisation you have complaned about.

IF the PHSO decide +0 uphold your complant t means that they “found the organisation got Hhings
wrong that have had a negative effect on you which hasnt been put right They will nform you of
ther findngs and can recommend what the orgarisation should do about -

e -



1a: Stage 3 Secondary Review

What can | do W | am not sahsfied wih Hher decasion?

W you are not happy that +he PHSO have edher decided not +0 uphold or mvestigate your complaint, or You
are not happy with thewr £indings, you can resubmit your complant £or a secondary review by the PHSO.
The seoonJarg review, \S 2 process where the PHSO decide whether thewr wivhal decision +o ewther upholdno
or decading not +0 nvestgate the complant were right or wrong. Agan, Hhe PHSO will not simply recon-
sider looking at your complant Just because you disagree, reasons £or a secondary review mMust meet Hhe
wnveshgahons criera and you must provide evidence as +0 Wiy you £eel Hhewr decision was wrong. W you
would hke 40 know more about Hhis part of +the process You can ewther speak +o your local NHS Complaints
Advocate or speak 40 the customer care +eam at Hhe PHSO on 0345 OIS 4033.

Stage 3- How can ™My NHS Complants Advocate support me?
Your NHS Complaints Advocate can:

Wieet with you 40 help you understand +he information n your leHer From +he PHSO

Liaise with the PHSO, on your behalf, wih your consent and chase +he response (W
necessary)

Help you draft a cover leHer requesting Hhe PHSO +o look wto your complant

Help you prepare Hhe evidence 40 00 with your cover leter
Provide You with wnformation about +he seoonelar\i review you are dissahsfied with +he
PHSO's decasion

This is the end of the
independent review
process.




8: Useful Contacts

W you have a complant about your experience n one of +he Followng hospHals, 4ou can condact:
Barking, Havering and Redbridge Universiy Hosprtals NHS Trust (responsible £or Queens Hospital,

Romford and King Georges Hosprtal, Goodmayes)- wini.lehrhospitals.nhs.ok Tel: 0108 435 032

Barts Health NHS Trust (responsible £for Yile €nd Hospwal, Newham Unwcrsmj Hospwtal, S+ Bartholo-
mew's Hospwal, The Rmial London Hospwal, Whipps Cross Unwcrsm; Hosputal)- wiw. bartsheakth.nhs.vk

Central Complants Team: 020 1480 4116 or 020 1480 4119

PALS team:
The Royal London and Whle €nd Hospwal: 020 3594 2040
Newham and St Bartholovew's Hospwal: 0207 363 9292
Whipps Cross Hospwtal: 0208 535 6438. e¢mail the PALS +eam at pals@bartsheatth.nhs.uk

Or wrue 40: Barts NHS Trust, Central Complaints Team, 3" Floor, 9 Prescot Street, London, €1 SPR

£ you have a complant about merdal health or communthy services, you can condact:
North €ast London NHS Foundation Trust wiww.nelftnhs.uk

You can call the PALs and Complants Team on: 0300 555 1201 ext 6690

Or emall the Complants +eam at nelftcomplaints@nhs.net

Or wrie 40 the Complaints Department: Sude 12 Phoenix House, Christopher Wartin Road, Basil-
don, SSi4 3¢Z

s you want +0 make a complant or raise a concern about 2 GP, denhist, Pharmacist or
optometrist, 4ry +o contact +he practice choﬂq Or you can contact:

NHS england (responsible £or primary care services)
You can call them on: 0300 3l 2233



http://www.bartshealth.nhs.uk
mailto:pals@bartshealth.nhs.uk
http://www.elft.nhs.uk
mailto:PALSandComplaints@elft.nhs.uk

8: Useful Contacts

£ you have a complant relating +0 the way an NHS service has been commissioned or
you have been directly affected by a commussioning decision made wn Havering, you
can contact:

Havering Clineal Commissioning Group = wiwn.haveringeeo.nhs.vk
You can call +hem on 020 3182 3400 or emall them at bhrecgs.enquines@nhs.net

The Parltamcmar\; and Health Service Ombudsman (PHSO)- m.\cpcn.lanq review unresolved
complants- winn.ombudsman.org.uk

You can call them on: 0345 OIS 4033

Or you can write +0: Parhamentary and Healh Service Ombudsman, Whilbank Tower, Vhil-
kbank, London, SWIP 4QP

Action aganst Wedical Accidents (AVIVIA)- provide £ree independent advice and support
+0 people affected by medical accidents through Hheir specialist helpiine, written case-
work and inquest support services. Theg can also refer you +0 an accredted chineal
neghgence sohicitors o appropriate. wiwn.avma.oro.uk

You can call the helplne Wion-Fri 10am-3:30 pm on 0845 123 23 52
Or Yyou can wrie 40; Freedman House, Christopher Wren Yard, T High Street, Cro\,.,lon,
CRO IQG. DX: 144267 Croydon 24


http://www.newhamccg.nhs.uk
mailto:nelcsu.complaints@nhs.net
http://www.ombudsman.org.uk
http://www.avma.org.uk
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For more advice or mfFormation about the NHS Complands Nvooao\;
Service (Havering):

Call 01108 56O 66O

email haverng.advocacy@mithn.org.uk or

Wrre 40: NHS Complaints Advocate Service Lead, Haverng Iintegrated
Advocacy Service, Harrow Lodge House, Homchurch Road, Homchurch,
il BV




