WHAT IF YOU ARE STILL
UNHAPPY?

If you are still dissatisfied after the NHS
complaints procedure has been completed, you
can ask the Health Service Commissioner (the
Ombudsman) to investigate your case. The
Ombudsman is completely independent of both
the NHS and the Government and investigates
complaints not only about NHS services, but also
how the complaints procedure is working. You
can contact his office at the address and number
overleaf.

The Ombudsman is not obliged to investigate
every complaint submitted, and will not generally
take on a case which has not first been through
the full NHS complaints procedure, or a case
which is being dealt with by the courts.

WILL THIS PROCEDURE
COST ANYTHING?

The whole of the Complaints Procedure, including
Independent Review and the Ombudsman
service is free.

AND FINALLY

We don’t just want to know when things go wrong,
we also want to know what you think of our
services generally, good or bad. Please feel free
to contact us with any comments or suggestions
you may have. You can do this by writing to the
Chief Executive or Patient Relations Manager.

TO MAKE A COMPLAINT
PLEASE CONTACT

The Chief Executive
or
The Patient Relations Manager
Trust Headquarters
St James’s University Hospital
Beckett Street
Leeds LS9 7TF

Tel: (0113) 206 6261

USEFUL CONTACTS

The Independent Review Convenor
c/o The Chief Executive
St James’s University Hospital
Beckett Street
Leeds LS9 7TF

Yorkshire & Humberside Independent
Complaints and Advocacy Service

Tel: 0845 120 3734

The Health Service Ombudsman
for England
11 th Floor
Millbank Tower
London
SW1P 4QP

Tel: 0845 015 4033
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Leeds Chest Clinic
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INTRODUCTION

The Leeds Teaching Hospitals Trust and its staff
are dedicated to providing the best possible
services for you and your family. We know that
we may not always achieve this and you may
feel unhappy or dissatisfied with something that
has happened to you or a friend or relative.

We want to know when things go wrong so we
can quickly put them right and improve our
services to other people.

WHO CAN COMPLAIN?

Anyone who is receiving or has received NHS
treatment or services can complain. If you are
unable to do so yourself then someone else
(usually a close relative or friend) can complain
for you. You may be asked to confirm that your
relative or friend has your permission to pursue
a problem on your behalf, especially if it
involves personal information about yourself.

WHEN SHOULD |
COMPLAIN?

It is best to raise your concerns as soon as
possible after the problem occurs. The NHS
complaints procedure specifies time limits for
making a formal complaint. The complaint should
be made:

*  Within six months of the event: or

» Within six months of you realising that you
have something to complain about, provided
this is not more than twelve months after the
event itself.

There are some circumstances beyond these

time limits where we may agree to investigate

your concerns.

TO WHOM DO YOU COMPLAIN?

Itis usually best if you can tell someone as soon
as you are aware of the problem, for example
the ward sister, doctor or receptionist. Often they
can sort out your problem straight away.

Alternatively you can contact the Trust’'s
Complaints Office, which is based at St James’s
Hospital on (0113) 206 6261.

You can also write to the Patient Relations
Manager or Chief Executive at the address
overleaf. You should describe what happened and
include any helpful information such as your date
of birth or hospital unit number.

We can help with problems concerning all the
hospitals listed overleaf and are happy to give
general help and advice if you are unsure whether
or how to complain.

WHAT WILL WE DO?
We will:

+ send you an acknowledgement letter

* investigate all issues raised by your
complaint

 aim to provide you with a full written
explanation and response to your complaint
within twenty (20) working days.

+ inform you if more time is needed.

Often a telephone conversation or a meeting can

go a long way towards a quick resolution of

problems.

HOW WILL WE RESPOND TO
YOUR COMPLAINT?

We are committed to:

« responding directly and quickly

* responding with respect, fairness and
confidentiality

* making every effort to resolve your complaint

* ensuring that you will continue to receive high
standards of care from our hospitals

* identifying needed improvements in our
services

CAN ANYONE ELSE HELP?

The Yorkshire & Humberside Independant
Complaints and Advocacy Service (ICAS)
can provide independent information, advice,
support and representation to people wanting to
make a complaint about NHS treatment. They
can be contacted on 0845 120 3734.

IF YOU DO NOT FEEL SATISFIED
WITH OUR RESPONSE

Please contact us as soon as possible. We will
make every effort to resolve the complaint to your
satisfaction. This may involve a meeting or further
investigation and another written response.

If, after this, you remain dissatisfied you have the
right to request an Independent Review of your
complaint, by writing to the Trust’s Independent
Review Convener within 28 calendar days. A
letter clearly stating the unresolved issues of your
complaint will help a speedy decision being made
on your request.

INDEPENDENT REVIEW:
WHAT IS IT?

An Independent Review is a panel of selected
people who do not work for the Trust, who may
investigate your complaint sometimes with the
help of independent professional advisors. The
Panel would produce a report describing their
findings, including recommendations about how
to avoid in future the events which gave rise to
the complaint.

WHAT WILL HAPPEN IF | REQUEST
AN INDEPENDENT REVIEW?

The Independent Review Convener, who is a
Non-Executive Director of the Trust, will discuss
your request with an Independent lay person and
decide whether or not to establish an Independent
Review Panel.



