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North East Ambulance Service m

NHS Trust

Complaints & Appreciations

Listening... Acting... Improving
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Introduction

Our staff will do all they can to make sure you are treated
properly and promptly.

However there may be times when things go wrong or
you are dissatisfied with the service we provided. When
this happens we will investigate your concerns as quickly
as possible with those who are directly concerned with
your care.

This booklet tells you what to do if, for some reason, you
wish to complain and explains the procedure, which is
now the same for all parts of the NHS.
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To whom should | complain?

Front line staff

In many cases, concerns can be resolved straight away if
you talk to someone who is close to the cause of your
concern. This may be an ambulance or Patient Transport
Service person or a control officer.

Patient Advice and Liaison Service (PALS)

You may wish to raise your concerns with someone who is
not involved in your care. The Patient Advice and Liaison
Service (PALS) aims to:

Advise and support patients, their families and carers

Provide information on NHS services

* Listen to your concerns, suggestions and queries
* Help sort out problems quickly on your behalf
This service is confidential and can be contacted on :
Freephone 0800 032 02 02

If you decide that you would like to make a formal
complaint, PALS can provide you with information on how
to do so. You can also access independent advocacy
(ICAS) for support - PALS can put you in touch or you can
contact ICAS directly - see details on page 11.
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In Writing or by Telephone

If you wish to make a formal complaint you can telephone
or write to the complaints section at North East
Ambulance Service (see page ten for contact details).

You can also contact ICAS (Independent Complaints
Advocacy Service) which will be able to help you make
your complaint and can provide support through the
process - details on page 11.

The following explains the formal complaints procedure.
If you are unsure whether or not you wish to make a
formal complaint you can contact PALS or the Trust’s
Complaints Officer to discuss your concerns.

Who can complain?

Anyone who is receiving or has received care in the NHS.

If you are unable to complain yourself a relative, carer or
close friend can do so on your behalf. However the Trust
may need your written permission to provide information
to other parties.
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Your Information

When you register a concern or make a complaint you
may be asked to provide some information about yourself
such as details of gender, age and ethnicity. This will help
us monitor the complaints/concerns of patients to see if
there are any issues affecting certain sectors of the
community so we can address them more effectively.

The NHS has a legal duty to keep information about you
confidential unless you give permission for it to be shared.
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How soon should | make a complaint?

It is important to make the complaint as soon as
possible after the event. We normally investigate only
those complaints that are either:

e Made within six months of the event.

* Made within six months of you realising that you
have something to complain about.

These time limits can be extended in exceptional
circumstances.

How soon should | get a response?

Under the NHS guidelines you have the right to receive
a full and prompt written reply from the Chief Executive
to any written formal complaint against a Trust or
Health Authority. The North East Ambulance Service
(NEAS) tries to do this within 25 working days of
receiving the complaint, or longer with your agreement.
Where there are good reasons for delay, you will be
kept informed of progress.
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What can | do if | am not satisfied with the
response?

The Trust will remain committed to resolving your
complaint at a local level. If you are not satisfied with
the response made to your initial complaint, there are
further options that you may pursue:

a) You may wish to write once more to the Chief
Executive explaining the reasons why you remain
dissatisfied. Any additional concerns will be
investigated and you will receive a further response.

b) You may be offered or request a local resolution
meeting to meet with staff from the Trust to discuss
your concerns in person. It is often beneficial to
attend such a meeting accompanied by a family
member or friend, or by a representative of the
ICAS (see page 11 for details).

¢) If you remain dissatisfied with the outcome of the
meeting and/or the further response from the Chief
Executive, you can then ask the Healthcare
Commission to consider your complaint further. You
should do this within two months of the date of the
letter telling you about the outcome of local
resolution, or where that is not possible, as soon as
reasonably practical. The letter will include advice on
how to proceed.
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What can’t be dealt with by the procedures?

There are some things which cannot be dealt with
under the NHS Complaints system. These include:

* Complaints about private treatment
* Complaints about Local Authority Social Services

* Events requiring investigation by a professional
disciplinary body

* Events about which you are already taking legal action.

Talk to the Complaints Officer or your GP/Doctor if you
are unsure whether your complaint is definitely about
the NHS.

Complaints about other NHS services

If you have a complaint about another NHS service you
should contact the Complaints Officer in the
organisation which provides the service.

If you are unsure about who provides the service you
can check with your local Strategic Health Authority
whose contact details are on page 12.
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What if I'm still unhappy?

If you are still dissatisfied after the NHS complaints
procedure has been completed you can ask the Health
Service Ombudsman to investigate your case.

The Ombudsman is completely independent of both
the NHS and of the Government. As well as complaints
about NHS services, the Ombudsman can investigate
complaints about how the procedure is working.

If you want advice on whether to ask the Ombudsman
to investigate, you can write or telephone his office.
The address and telephone number are provided on
page 10 of this booklet.

The Ombudsman is not obliged to investigate every
complaint put forward, and will not generally take on a
case which has not first been through the NHS
complaints procedure nor a case which is being dealt
with by the courts.
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And finally

We want to know when things go wrong so we can
quickly put them right for you and can learn from your
experience how to improve our services to other people.

As an organisation we would like to encourage patients
and callers to comment on any aspects of the services
they have experienced.

You can write to the Chief Executive or the Complaints
Officer with your comments, complaints or
compliments — see contact details on page ten.
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Trust contact address and telephone number:

Chief Executive

Mr. S. M. Featherstone, Chief Executive

North East Ambulance Service NHS Trust

Bernicia House, Goldcrest Way, Newburn Riverside,
Newcastle upon Tyne NE15 9RT

Telephone: (0191) 430 2000

Complaints Officer

Mrs G. Summers

North East Ambulance Service NHS Trust

Bernicia House, Goldcrest Way, Newburn Riverside,
Newcastle upon Tyne NE15 9RT

Telephone: (0191) 430 2000

Other useful contact, addresses and
telephone numbers:

The Ombudsman

The Health Service Ombudsman for England,
Millbank Tower, Millbank, London SW1P 4QP
Telephone: (020) 7217 4051

Patient Advice and Liaison Service (PALS)
Freephone: 0800 032 0202

10
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Independent Complaints Advocacy Service (ICAS)

If you need help with making a complaint, your local
ICAS can help you. ICAS is independent and can
provide information, advice and support to members of
the public who wish to make a complaint about the NHS.

ICAS can be contacted on 0845 120 3732 or you can
write to your local office:

For Newcastle

ICAS

Churchill House

12 Mosley Street
Newcastle upon Tyne
NE1 1DE

For Billingham

ICAS

Belasis Business Park
Belasis Hall Technology Park
Coxwold Way

Billingham

Teesside

TS23 4EA

11
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Strategic Health Authority

North East Strategic Health Authority
Riverside House

The Waterfront

Goldcrest Way

Newburn Riverside

Newcastle upon Tyne

NE15 8NY

NHS Direct

NHS Direct can also provide up to date information
about the NHS Complaints Procedure. Call (0845) 4647
- calls are charged at local rates.

12
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Appreciations

If you would like to pass on your thanks to a member of North
East Ambulance Service staff, please complete and return this
form to Gillian Summers (address pg.10)

From: [N\ F=Y 1<
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This publication can be made available in large print, Braille or on audiotape and can

be translated into other languages on request. Please contact the PR Dept on:

Tel: (0191) 430 2000 or by Fax: (0191) 430 2299 or via email: publicrelations@neas.nhs.uk
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