Raising a concern
or complaint
Information for patients, families and carers

‘Improving
through
listening and
learning’

Who do I contact?
Making a complaint means speaking up about something you are not
happy with. If you choose to raise a concern or make a complaint,
we will take it seriously.
There are different ways you can make a complaint:
1. It is usually easier to resolve concerns close to the time they occur. Talk to
the staff looking after you. This may be the ward manager or matron for
the department. They can discuss the things you are not happy with and
will try to resolve them for you.
2. If your concerns have not been resolved by talking to the department,
you can also contact patient support services. You can ask someone to help
you contact them if you wish. Their contact details are below:
Telephone
023 8120 6325			
Email
patientsupportservices@uhs.nhs.uk		
Post
Patient support services, Mailpoint 81, Southampton General
Hospital, Tremona Road, Southampton, SO16 6YD.
SMS text message
Text ‘callback’ plus your name and number to 07879 667350 and
someone will phone you back.
		
You can also talk to patient support services in person by visiting
our main reception desk on C level at Southampton General Hospital.
You can also make a complaint by writing directly to our chief executive.

Who can help me make a complaint?
You may find it helpful to ask a relative, friend or carer to help you make
your complaint. If you choose this option, we may ask for your consent,
to make sure you are happy for us to talk to them about your care.
There are other services available to help you make your complaint. If you need
access to these, please contact patient support services for advice.
Help and advice available at this hospital includes:
• Interpreter services
• Communication and accessible information support
• Advocates
• Mental health support
Independent help and advice includes:

Patients Association:
Telephone: 0845 608 4455
www.patients-association.com

Healthwatch Southampton:
Telephone: 023 8021 6018
www.healthwatchsouthampton.co.uk

AvMA:
Telephone: 0845 123 2352
www.avma.org.uk

What happens when I make a complaint?
When you make a complaint, patient support services will discuss with you
how we will manage the matter.
They will:
• Acknowledge your complaint in three working days.
• Ensure a case handler will contact you in the coming days to
introduce themselves.
• Explain the NHS complaints process and timescale.
• Contact and liaise with any other agencies involved in the event you are
complaining about.
• Agree with you how we will respond to you. This may be by letter, email or
in a meeting.
• Tell you how we are going to improve if our service is found to be below the
expected standard.
It is important you contact us within 12 months of the issue occurring,
or within 12 months of you becoming aware of the issue or its impact,
in order for us to investigate your complaint.
Making a complaint will not affect the treatment you receive from us or form
part of your medical records.
If you are not happy with the outcome of your complaint, you can contact
the Parliamentary and Health Service Ombudsman (PHSO) by telephone on
0345 015 4033 or visit their website: www.ombudsman.org.uk

Help us to improve
We are committed to improving our services through working with patients,
carers and families. By listening to and learning from your experiences, we can
ensure high quality, safe and compassionate care. You can get involved in a
number of ways:
• Sharing your story
• Attending patient forums and panels
• Taking part in quality reviews
To find out more, or to tell us your story, please contact the experience
of care team:
Email: patientexperience@uhs.nhs.uk
Telephone: 023 8120 1676

If you require this document in an alternative
format such as Braille, large print or audio,
or in another language, please contact patient
support services on: 023 8120 6325,
email: patientsupportservices@uhs.nhs.uk
or ask at the hospital main reception desk.
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