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When looking into a complaint we attempt to
see what happened and why, to see if there is
something we can learn from this, and make it
possible for you to discuss the issue with those
involved if you wish to do so.

When the investigations are complete, a final
response will be sent to you.

Where your complaint involves more than one
organisation (.e. social services) we will liaise
with that organisation so that you receive one
coordinated reply. We may need your consent
to do this. Where your complaint has been
sent initially to an incorrect organisation, we
may seek your consent to forward this to the
correct person to deal with.

The final response letter will include details of
the result of your complaint and also your
right to escalate the matter further if you
remain dissatisfied with the response.

Complaining on Behalf of
Someone Else

We keep to the strict rules of medical and
personal confidentiality. If you wish to make
a complaint and are not the patient
involved, we will require the written consent
of the patient to confirm that they are
unhappy with their treatment and that we
can deal with someone else about it.

Please ask at reception for the Complaints
Form, which contains a suitable authority for
the patient to sign to enable the complaint
to proceed.

Where the patient is incapable of providing
consent due to illness or accident it may still
be possible to deal with the complaint.
Please provide the precise details of the
circumstances that prevent this in your
covering letter.

Please note that we are unable to discuss
any issue relating to someone else without
their express permission, which must be in
writing, unless the circumstances above

apply.

We may still need to correspond directly
with the patient, or may be able to deal
directly with the third party. This depends
on the wording of the authority provided.



