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Patient Feedback and Complaints

What you tell us matters. 

At Sulis, our aim is to give you the best possible experience while you undergo your diagnosis and treatment, and we strive to exceed your expectations. 

Our staff are committed to providing you with the highest level of service and care in a way that meets your individual needs.

Your feedback is vital so that we address and learn from concerns in order to improve our service. If you have any compliments, comments, concerns or complaints, this leaflet tells you how to make them and what action we will take. 

Feedback

We would be grateful if you would take the time to complete our feedback form so we can learn your experience to improve the services we provide. You can complete the feedback form through the link below or alternatively ask for a feedback card when you are next in the Hospital. 

https://www.sulishospital.com/patient-information/feedback-and-complaints

Please note that all feedback will be anonymised and used for internal quality improvement purposes only, unless you tell us you are happy for this to be used for marketing purposes. All feedback data will be kept in a secure environment in accordance with GDPR (2018).

In some cases, we may wish to contact you to discuss the feedback you have left. Please indicate on the feedback form whether you would like to be contacted or not.

Providing a Compliment 

If you would like to compliment a team or a specific staff member, please use our feedback form on the website or ask for a feedback card if you are in the hospital. Alternatively, you can contact the Quality and Assurance Team (contact details on the front of this leaflet) and they will ensure that the teams involved are made fully aware of your compliment.  


Patient Advice and Liaison Service (PALS)

Sulis offers an advice, support and information service. PALS are here to offer you advice and information and help if you are having difficulties with our services.
· We can talk to staff on your behalf to assist you in resolving any queries. 
· We can advise you how to make a formal complaint about our services and the advocacy services in place that can support you.
· We can signpost you to other organisations, where appropriate.
· You would like to provide a comment or feedback about your experience.

The service is provided by the Quality and Assurance Team, you can find their contact details on the front of this leaflet. 





Raising a complaint or concern

Quality and patient safety is at the heart of everything we do. Sometimes however you may experience a problem, or something may go wrong.

Many issues can be resolved quickly and easily at the time they arise. 

1. If you have any concerns, the first step is to speak with the staff involved, or if they cannot solve the problem, ask to speak with the Department Lead.

2. If this does not resolve your concerns, you may wish to discuss your concerns with a member of the Senior Management Team. Alternatively, you can discuss any issues with our Quality and Assurance Team who will support you with your PALS query or in registering a formal concern or complaint.

Some people prefer to raise a complaint or concern after their visit. These can be provided by telephone, email or in writing. On receipt of your complaint, a member of the Quality & Assurance Team will contact you to discuss how your complaint will be managed and ensure:
· That your complaint is acknowledged within three working days.
· All information received is securely stored on our Governance System (InPhase).
· That a thorough investigation is undertaken using the guidelines set out in our Complaints Policy. 
· That a full written response is sent to you within the agreed timeframe. Should there be a requirement for an extension to this timeframe this will be communicated with you providing reasons for the extension and an indication of the length of time for you to receive your response. 

On receipt of your full written response, should you wish to have a further discussion or a meeting with the senior management team this can be arranged. 

Please note: The complaints process is not a mechanism to seek compensation. If you believe you have been in receipt of clinically negligent care, we encourage you to instruct a solicitor who will be able to support you with pursuing a claim. 


Complaints from relatives or friends

Any complaint made by a patient’s relative/friend will be treated in the same way as the complaint by the patient, providing we have the patient's consent to respond to another person.

As an NHS patient, if you do not wish to raise a complaint or concern directly with the facility, you can choose to raise your complaint with your local Clinical Commissioning Group (CCG).  Contact your GP surgery to find out which CCG you should direct your concern to. 
















If you are not satisfied after following the local complaint resolution process:

NHS Patients 
The Sulis team will do their best to resolve your complaint locally. However, if you feel that your complaint has not been satisfactorily resolved and all options of local resolution exhausted, you may ask the Ombudsman to review the handling of your complaint. 

You can contact the Ombudsman via the channels below:

Online: www.ombudsman.org.uk 
Phone: 0345 015 4033 


Private Patients 
If you are not satisfied with the response from the team at Sulis Hospital and all options of local resolution are exhausted, you may write to the Complaints Manager, at the Royal United Hospitals Bath (RUH) and ask for an independent review. We ask that in your letter you summarise the reasons for your dissatisfaction with the hospital’s initial response.  
You can contact the Complaints manager via the channels below:

Post: Complaints Manager
         Royal United Hospitals Bath NHS Foundation Trust
         Combe Park
         Bath
         BA1 3NG
Email: ruh-tr.complaints@nhs.net
Phone: 01225 821655

The purpose of the stage 2 independent review is to identify whether the Hospital has acted appropriately when assessing the complaint in order to identify if there is evidence of maladministration or service failure. 

If the response from the Complaints Manager at the RUH does not resolve your complaint to a satisfactory conclusion the next step is to raise your concerns with the Independent Sector Complaints Adjudication Service (ISCAS). For more information about ISCAS you can visit their website: https://iscas.cedr.com/ 

Alternatively, you can contact the Independent Sector Complaints Adjudication Service (ISCAS) through the channels below:

Phone: 020 7536 6091
Email: info@iscas.org.uk  


Additional information
If you wish you can also contact the Care Quality Commission (CQC) to make them aware of your concerns. They can be contacted on the details below:

Online: https://cqc.org.uk/contact-us/report-concern/report-concern-if-you-are-member-public 
Phone: 03000 616161
Email: enquiries@cqc.org.uk 

Please note: CQC do not respond to complaints but will respond to serious concerns in the provision of healthcare where patient safety is potentially at risk.
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