HOW DO I MAKE A COMPLAINT?
From 1 April 2009 NHS and Social Care Complaints procedures changed, it is now easier for you to complain about services provided by health and/or social care.  Health and Social Care agencies will investigate your concerns discuss the outcome with you and use your experience to learn and improve the service they provide.  Lots of people receive care from more than one health and social care organisation.  If something goes wrong with that care and a complaint is made, the organisations involved can work together (with your agreement) to provide a single point of contact and a single response.
Who do I contact to make a complaint?

Whilst all staff working in the NHS try to do their best to offer a high quality service, unfortunately sometimes things do go wrong. In many cases our Patient Advice and Liaison Service (PALS) can help to resolve concerns or problems. PALS provide a confidential service that is designed to help patients get the most from the NHS. They can tell you more about the NHS complaints procedure, and they may be able to help you resolve your complaint informally.  However, there could be occasions when you may wish to make a complaint and receive a written response.

Will I receive a response?
If you are not happy with any aspect of care or treatment you have received, you have the right to complain, have your complaint investigated and be given a full and prompt reply.  The NHS complaints procedure covers complaints about the provision of NHS services by NHS organisations.  The procedure also covers services provided by non-NHS providers where the NHS has paid for them.

Who do I complain to?
If you want to complain about a GP, Dentist, Pharmacy, Optician or hospital, the first stage of the procedure is to contact them directly.  They may be able to resolve your concerns without the need to make a formal complaint.  All of these will have someone who is responsible for dealing with complaints and you can direct your complaint to that person.
What if I don’t want to contact them directly?

If you do not wish to contact them directly, you can approach NHS Tameside and Glossop to discuss other options that may be available.
If you have a complaint about a service provided by NHS Tameside and Glossop, you can raise it by asking to speak to the manager of the service, PALS or you can contact the Complaints Team directly, or alternatively you may write to the Chief Executive of the PCT (contact details below). 

How long will I have to wait until I get a response?

We will discuss this when you contact us.  If your complaint is in writing, we will try to contact you within 3 working days of receipt to acknowledge and discuss the investigation timescales.  If you are happy for us to telephone you, please provide your daytime telephone number. 
Why we value your feedback
By listening to your feedback about our services, we can uncover new ideas and provide a vital source of insight about people’s experiences of health and social care services, and how those services can be improved.
Additional advice
Further advice can be obtained from our leaflet ‘How to make a complaint about the NHS’.
The leaflet provides additional information about the complaints process, including the following;

· Who can complain?

· What is the time limit for making a complaint?

· The next stage of the complaints process –The Parliamentary and Health Service Ombudsman leaflet    
· Where can I get independent advice and help?  
Contact Information 

Complaints Team
Telephone 
0161 304 5307/5325


Fax
        
0161 304 5401



E-mail     
complaints-team@tamesideandglossop.nhs.uk
Chief Executive 

NHS Tameside and Glossop 

New Century House  
Progress Way
Windmill Lane
Denton
Manchester
M34 2GP

Patient Advice and Liaison Team
Telephone 
0161 922 4466



Minicom
0161 922 4010


E-mail

pals@tgh.nhs.uk
PALS

Tameside General Hospital 
Charlesworth Building 
Fountain Street

Ashton-under-Lyne

OL6 9RW

