What cannot be dealt with under the

complaints procedure?

There are some things that we cannot deal with

under our complaints procedure. These include:

\ Events needing investigation by a professional
disciplinary body

\ Events where you are already or proposing
legal action

Satisfaction with the complaints procedure
As part of our commitment to service
improvement we may send you a short
guestionnaire to seek your views on how your
complaint has been handled. Your response is
greatly appreciated.

Where can | get more information?

You can phone our Strategic Communications
and Public Relations Department at any time for
an informal chat on 01392 261585 during office
hours Monday to Friday.

An answer phone service is available out of
hours. Alternatively you may like to write to
the Complaints Manager at: South Western

Ambulance Service NHS Trust, Abbey Court,
Eagle Way, Exeter, Devon, EX2 7HY

Fax: 01392 261560

email: makingexperiencescount@swast.nhs.uk

The South Western Ambulance Service NHS Trust
covers the four counties of Devon, Cornwall and
the Isles of Scilly, Somerset and Dorset

For more information or to feedback on all our
services, please visit www.swast.nhs.uk

This leaflet can also be provided in other

formats or languages on request
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Your complaint what happens next?




What can | expect?

We welcome any compliments, comments,
concerns and complaints as an opportunity for
us to improve our service to our patients. In
the event of you making a complaint you can
expect an open, flexible and personal approach
to responding to you, focusing on the patient
experience and working to the principles of:

1. Getting it right

2.Being customer focused

3.Being open and accountable

4. Acting fairly and proportionately

5.Putting things right

6.Seeking continuous improvement

When we get your letter, telephone call, email,
fax or feedback form from the

leaflet, it is registered and will be acknowledged
in three working days.

A Complainant Plan will be agreed with you and
a copy forwarded to an investigating officer,
who may contact you or request a home visit to
resolve your complaint as soon as possible.

When the investigation is complete a full report
will be reviewed by the service to ensure any
lessons learnt from the experience are shared
throughout the Trust to improve services. You
will receive a full and comprehensive reply which
answers all points raised.

You are entitled to see any information held
on our computer database relating to your
complaint under the Data Protection Act.

How soon can | expect a response?

We aim to complete our investigations and
provide you with a response as soon as possible
however the emphasis is in conducting a full
and comprehensive investigation with a focus on
quality and the outcomes of any issues raised.
The expected timescales will make up part of
your agreed Complainant Plan and we will keep
you informed of any reason for delay.

What if my complaint involves other
organisations?

If your complaint involves other organisations,
we work with their Complaints Team and carry
out a joint investigation. We will keep you fully
informed of all actions.

What action will be taken?

When the service has been poor, an apology will
be made and appropriate redress considered.
Details of any action taken to prevent the
problem happening again will be outlined in
your response letter. Disciplinary action may

be taken after a complaint has been made but
this is considered separately under a different
procedure, and is confidential to the Trust.

What if | am not satisfied?

You can ask the Health Service Ombudsman to
review your case, who can be contacted at: The
Parliamentary and Health Service Ombudsman,
Millbank Tower, Millbank, London, SW1P 4QP.
Helpline 0345 015 4033, email: phso.enquires@
ombudsman.org.uk fax: 030 0061 4000

The Ombudsman is not obliged to investigate
every complaint, will expect your complaint
to have been through the NHS complaints
procedure and will not review a complaint or
case being dealt with by the courts.

Who can help with my complaint?

We have a responsibility to ensure your concerns
are answered in full and properly. Our own
Complaints Manager will give inform you of
what to do or expect at each stage.

Independent Complaints Advocacy Service
(ICAS)

This service provides independent support and
advice to patients or their representatives when
making a complaint about NHS services and, in
the South West ICAS can be reached on

0845 120 3782 or www.dh.gov.uk

Citizens Advice Bureau (CAB)
Your local bureau is listed in the telephone
directory under Citizens Advice Bureau (CAB).



