Your feedback
and raising
concerns

We welcome your
feedback
The views of the people who
use our services are important
to us. We want to know when
things have gone well, but also
when we don’t get things right,
so we can try to improve and
learn from our mistakes.
We welcome your feedback and
want to help with any questions
or concerns you may have.

How do I thank
staff and make
suggestions?

How do I raise
a concern?

FRIENDS AND FAMILY TEST
We want to hear about your ideas and the
good experiences you have. You can
thank staff, send compliments and give
us suggestions in a number of ways.
You can email PALS at est-tr.PALS@nhs.net
or write to our Chief Executive at:
St Helier Hospital
Wrythe Lane
Carshalton
SM5 1AA.
You can also have your say on NHS Choices,
or give us your feedback by filling in the NHS
Friends and Family Test (available on wards,
in A&E and in outpatients).
For more information about sharing your
feedback, visit the website at
www.epsom-sthelier.nhs.uk/your-feedback.

Most patients are happy with the
care they receive in our hospitals, but
we realise that there may be times
when we do not get things right.
When this happens, we need to know.
Most concerns can usually be sorted
out straight away by the staff caring
for you or your relative or friend. Tell
them what is worrying you and they
will do their best to help you. Ask to
speak to the Nurse in Charge, the
Ward Manager or the Matron as
they will want to help.
If you want to talk to someone not
directly involved in your care or the
care of your relative or friend, you can
speak to someone in our PALS Team.
PALS (Patient Advice and Liaison
Service) is a confidential service
available to support patients, carers
and relatives.
You can ask a member of staff to
contact PALS for you. You can phone,
email or visit our PALS Team at either
Epsom or St Helier (see the contact
details to the right). PALS is open
between 10am and 4pm Monday to

PALS

Friday, except bank holidays. If
you have an urgent concern outside
these hours, ring 020 8296 2000
and ask the switchboard to contact
the Clinical Site Manager.
St Helier Hospital
Information Centre –
ground floor, B block
Phone: 020 8296 2508
Email: est-tr.PALS@nhs.net
Text message (deaf or hard of
hearing only): 07975 232021
Epsom Hospital
PALS Office – ground floor, Headley
Wing (first right at the main entrance)
Phone: 01372 735 243
Email: est-tr.PALS@nhs.net
Text message (deaf or hard of
hearing only): 07975 232021

What should I
do if I am still
not happy?

If you are still unhappy and want to
make a complaint, it is important that
you try to do so within 12 months
of the event. We may not apply this
time limit if there is a genuine reason
why the complaint could not be
made sooner.
We must reply to complaints about
services provided by staff working
in our hospitals and clinics. If you
are not sure whether you should
make your complaint to us, contact
PALS or phone the Complaints
Team (020 8296 3092) and they will
give you advice.
If other agencies were involved in
the event you are complaining
about, we will work with them as
part of our investigation.
We understand that people
sometimes worry that making a
complaint could affect their care,
so we have a process in place to
make sure complaints are dealt with
in a confidential and sensitive way
that does not discriminate against
anyone or affect their care.

Who do I
contact?

complaint

You can make a complaint in
writing or by email.
Address:
Chief Executive
Epsom and St Helier University
Hospitals NHS Trust
St Helier Hospital
Wrythe Lane
Carshalton
SM5 1AA
Email: esth.complaints@nhs.net
You can also phone our Complaints
Team on 020 8296 3092.

When writing to or emailing us, don’t
forget to include:
• your full name and address;
• your phone number;
• your hospital number (if you know it);
and
• as much information as you can
about what happened, and where
and when.
If you are complaining on behalf of
someone else, please include your
own name and address as well as the
patient’s. We will also need to have
the patient’s written permission to
give you their personal information.
So please include a signed statement
from them confirming that they agree
with the content of the complaint. If
the patient cannot provide written
permission for any reason, please
contact us for advice.

Can I get help
with making a
complaint?

confidential tailored service
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Further help is available if you need an
interpreter or information in a different
format. Details of this service are
provided at the end of the leaflet.
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If you live in the Sutton area you
can contact:
Advocacy For All
Phone: 0345 310 1812
Website: www.healthwatchsutton.
org.uk/complaints-advocacy
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If you live in the Merton area you
can contact:
Voiceability
United House
North Road
London
N7 9DP
Helpline: 0300 330 5454
Textphone: 07860 022939
Email: nhscomplaints@voiceability.org

If you live in the Surrey area you
can contact:
Surrey Independent Living Council
(in partnership with
Healthwatch Surrey)
Phone: 01483 310 500
Text message: 07704 265377
Email: nhsadvocacy@surreyilc.org.uk
Website: www.surreyilc.org.uk
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You can get help to make a complaint
from an advocacy service. They offer
a free and confidential service that is
independent of the NHS and tailored
to your needs. Their staff can help you
through the NHS complaints process.

What happens
after I have made
a complaint?

complaint

We will acknowledge your complaint
within three working days.
We will make sure we fully understand
your concerns and what you want to
happen as a result of your complaint.
When we contact you about your
complaint, we will offer to discuss
how we can best settle or investigate
your complaint. Sometimes
complaints can be settled by us
providing an explanation and
apologising or taking action to put
things right.

Depending on the complexity of
the issues, we will agree with you a
reasonable timescale to look into
and settle your complaint.
If you do not want to discuss your
complaint with us, we will write to
you and let you know how long it
is likely to take to respond to your
complaint.

What happens if the
issue my complaint
relates to needs to
be investigated?

What if I
am still
unhappy?

We may suggest you meet the
appropriate staff to discuss your
complaint in person, or that we
make further enquiries and write
to you again.
If we still cannot settle your complaint,
you can refer it to the Parliamentary
and Health Service Ombudsman
(the Ombudsman).
If we agree that we need to carry out
an investigation, we will:
• appoint a complaints officer to
investigate your concerns on behalf
of the Chief Executive (they will work
with the teams involved to try to
settle your complaint quickly and
effectively); and
• keep you informed of the progress
of the investigation.
When we have finished the
investigation we will write to you
with our response. This response
will include:
• a letter explaining how we have
looked into your complaint;

• what conclusions we have reached;
• whether action needs to be taken,
what action is needed and when it
is likely to be taken;
• an offer of a meeting with relevant
staff, if appropriate; and
• further information on what to do
and who to contact if you are not
satisfied with our response.
Sometimes an investigation can
take longer than we first think. If
this happens, we will contact you
to discuss the reasons for the
delay, update you on what
is happening, and agree a new
timescale for our response.

What will the
Ombudsman
do?

The Ombudsman will consider whether
we have done everything possible to
deal with the issues you raised. The
Ombudsman will decide whether:
• we need to take further action;
• they should refer the matter back us
for us to investigate further; or
• they need to carry out a review of
the case.

Phone: 0345 015 4033
Address: Millbank Tower, Millbank,
London, SW1P 4QP
Email: PHSO.enquiries@ombudsman.org.uk
Fax: 01670 511 260
There are further details on their website
at www.ombudsman.org.uk.

Language and support services

What difference
will I have
made by raising
a concern
or making a
complaint?

We are committed to learning from
concerns and complaints, and using
them to improve the services we
provide, not only for that particular
patient but for all patients. Necessary
changes are monitored by senior
managers in the relevant areas,
and through regular updates to the
Trust Board.

If you, your carer or someone you care for needs help to communicate with
us, including needing an interpreter, please speak to a member of staff,
phone PALS on 01372 735243 or send an email to est-tr.PALS@nhs.net.
For more information about language and support services, visit the website
at www.epsom-sthelier.nhs.uk/communication-information-support.

How can I
see my health
records?

We use your information to provide
your care, and we take measures
to make sure that the information
stays confidential and secure.

What if I want
compensation?

The NHS complaints procedure rarely
results in compensation. If you want
compensation, you will need to get
legal advice.

est-tr.PALS@nhs.net

est-tr.PALS@nhs.net

The Data Protection Act 1998 allows
you to find out what information we
hold. The right is known as ‘Subject
Access’ and applies to both your
written health records and any
computerised records.
If you want to see your records or
have copies of the information, visit
the website at www.epsom-sthelier.
nhs.uk/access-to-health-records for
information on how to do this.
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We can provide information in alternative formats, such
as easy-read or large print, and sometimes in different
languages. Please phone PALS on 01372 735243 or send
an email to est-tr.PALS@nhs.net.
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