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Your experience is important to us

Whether you have had a good experience or if you
have some concerns, we would like you to tell us
what you think of our services and about the quality
of care you have received.

We take all feedback very seriously and want to pass
on positive feedback to our staff. If, however we have
got something wrong, we would like the opportunity
to put things right as quickly as possible.

We can guarantee that
your care will not be
compromised in any way
if you raise a concern or
make a complaint.

It is important to us,
to let staff know,
when their care and
professionalism has
been noticed.

Manchester University NHS
Foundation Trust comprises of:

I want to make a compliment

Manchester Royal Infirmary You can share your experience by:

Royal Manchester Children’s Hospital e Posting a comment within the ‘feedback’ section
Saint Mary’s Hospital of the NHS Website at www.nhs.uk
Manchester Royal e Contacting the Patient Advice and

Eye Hospital Liaison Service (PALS)

University Dental e Writing to the Chief Executive.

Hospital of Manchester
Wythenshawe

Hospital

Trafford

General Hospital
Withington Hospital
Altrincham

General Hospital

North Manchester
General Hospital
Manchester Local e Tell the staff involved in your care about any

Care Organisation concerns you may have
(Community Services) e Ask to speak to the person in charge of the

Trafford Local Care Organisation Department, Ward or Service
(Community Services)

I have a concern

The Trust aims to provide the highest standard of
care to all patients.

Our staff do everything they can to make sure you
are treated properly and promptly. However, if you are
concerned about something, please let us know as soon
as possible. In the first instance, we ask that you:

I have a concern

e [f you are raising an informal concern, we will
require verbal permission from the person
on whose behalf you are raising concerns

e |f you are an inpatient there is a
dedicated telephone line called, ‘Tell
us Today’ (TUT). Making contact with
TUT will give you the opportunity of
speaking with a senior staff member
immediately about your concerns

e If you prefer to talk to someone who is
not involved in your care, you can contact
the Trust’s Patient Advice and Liaison Service
(PALS). PALS can provide help and support and
have the power to negotiate solutions or speedy
resolution of concerns. PALS also acts as a gateway
to independent advice.

In many cases it should be possible to resolve your concerns

straight away and PALS will always aim to do this.
PALS can help to resolve your concerns informally.

This process is not part of the formal complaints process.
Should PALS be unable to resolve your concerns and you

would like to make a formal complaint, please read the
next section ‘l want to make a formal complaint’.

I want to make a formal complaint

If you would like to make a formal complaint, you
). can do this in writing, by email or by telephone
to the Complaints team. In line with NHS
regulations this should be done within 12
months of the event that caused you to have
a complaint, or within 12 months of you
learning of the problem.

acknowledge receipt of your complaint within
three working days. We may need to telephone
you to discuss your concerns to ensure we have

understood and accurately recorded your concerns and
give you the opportunity to make changes if you wish.

Should you require reasonable adjustments during
the complaint process, please advise a member of
the Complaints team who will provide you with the
necessary support.

The Complaints team will investigate your complaint

on behalf of the Hospital Chief Executives. Following

a complaint investigation the Hospital Chief Executive
will provide you with a full written response within an
agreed timeframe. A member of the Complaints team
will keep you regularly updated with the progress of your
complaint investigation.

Who can make a complaint?

A complaint can be made by any patient or
patient representative.

I want to complain
on behalf of an adult

If you would like to make a complaint on behalf

of somebody else, in order to protect patient
confidentiality, the patients authority will be required
in order to release confidential information to you.

If the person is unable to provide signed authority, a
member of the Complaints team will be able to explain
what you need to do.



