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Compliments
1) How can I positively feedback about the care I received?
If the care and service provided to you met or exceeded your expectations, you can feedback directly to the service or you can contact the Trust’s Complaints and PALS team at elft.pals@nhs.net
East London NHS Foundation Trust (the Trust) values and celebrates the contributions of its staff, patients and community partners. Our website has a feedback option:
Feedback Form | East London NHS Foundation Trust
PALS
2) What does PALS mean?
PALS is the Patient Advice and Liaison Service. It offers confidential advice, support and information on health-related matters, providing a point of contact for patients, their relatives and their carers. PALS provides help in many ways. For example, it can:
· Help with health-related questions.
· Help resolve concerns or problems when using the NHS.
· Tell you how to get more involved in your own healthcare.

PALS can give you information about:
· The NHS.
· The NHS complaints procedure, including how to get    independent help if you want to make a complaint.
· Support groups outside the NHS.
PALS can be contacted at the Trust:
Email – elft.pals@nhs.net
Telephone – 0800 085 8354

3) What is the difference between PALS and making a complaint
PALS provides informal support, advice, and help resolving concerns quickly and locally.
A complaint is when a concern requires a formal investigation and involves written documentation, investigation, and a detailed response from the Trust.
A complaint can be made to the Trust:
Email:	 elft.complaints@nhs.net
Telephone: 0800 783 4839
Postal mail: Complaints and PALS, 9 Alie Street, London E1 8DE
4) What happens after I contact PALS – how long will it take to receive a response?
PALS intends to resolve queries as quickly as possible and its time limit to respond is five working days.
5) Can PALS expediate my appointment or care or move me up the waiting list? 
PALS cannot fast track your appointment or care or move you up the waiting list. 
6)  Can PALS give me clinical advice?
PALS cannot give clinical advice, including interpreting test results or diagnosing conditions.
7) How can I share my feedback for the Trust services?
You can share your feedback either by contacting the services directly or by contacting PALS. The Trust provides a feedback form on its website:
Feedback Form | East London NHS Foundation Trust
Complaints
8) When making a complaint, what information should be provided?
Full name of complainant:
Full name of service user if different: 
Date of birth of service user: 
NHS number of service user (if you have this): 
Name of the service and/or ward complained about: 
Address of service and/or ward complained about: 
Concerns:
Date when this happened: 
What you would like as an outcome: 

9) What is the difference between a Stage 1 and Stage 2 complaint?
At Stage 1, the complaint is usually reviewed by the service complained about, who will appoint an investigating officer (a senior member of staff) to manage the concerns. The final response is signed off by the local service manager. 
If you are unhappy with the stage 1 response, you can ask for it to be reviewed at stage 2 of the Trust’s complaint process.
At Stage 2, the complaint is usually investigated by an investigating officer who is independent of the service originally complained about. The final response is signed off by the Trust’s Chief Executive.
10) How long does it take to conclude a complaint?
The Trust aims to conclude a complaint within 25 working days. However, the actual time may differ depending on the complexity and available resources for investigation. If there is a delay, the investigating officer will agree a new deadline with you.
11) What happens if I am not happy with the resolution provided?
You have the option of escalating the complaint to Stage 2. Once this has been exhausted, you can contact the Parliamentary and Health Service Ombudsman (PHSO) if you remain unhappy with the response.
The PHSO was set up by Parliament to provide an independent complaint handling service for complaints that have not been resolved by the NHS in England and UK government departments.
There is a wealth of information on the PHSO’s website to help you: Complain to us: getting started | Parliamentary and Health Service Ombudsman (PHSO)
The PHSO can be contacted at:
Postal mail – Citygate, Mosley Street, Manchester M2 3HQ
Telephone – 0345 015 4033
12)  Is it possible to have an investigating officer independent of the Trust?
The Trust is not able to appoint an investigating officer independent of the Trust. In exceptional circumstances, it can look to appoint an investigating officer independent of the Directorate whose service is complained about. However, it is recommended to appoint someone who has the expertise of the service complained about.
13)  Can I make a complaint on behalf of someone else?
Yes, you can make a complaint on behalf of someone. However, we would require consent from the service user.
If you have questions about consent, or capacity, to make a complaint, the Trust’s Complaints and PALS team will be able to help.
14)  Will making a complaint affect my care?
No, making a complaint will not affect your care, and NHS staff are expected to treat you with the same professionalism and respect regardless of whether you have raised concerns.
15)  Is there a time limit for making a complaint?
You usually have 12 months to make a formal complaint -
· From the date of the incident; or
· From the date you first became aware of the issue.
Whilst exceptions can be made on a case-by-case basis, there is no automatic right for the Trust to waive the time limit. The reasons for a time limit are because:
· The relevant clinical records may not now be available;
· Staff involved in the episode complained about have left the Trust; and/or 
· Staff involved in the episode complained about may not be able to remember the incident. 
When deciding whether to waive the time limit, the Trust will consider:
1. When the incident first took place and/or first became apparent.
2. Has the complainant had a reasonable opportunity to complain sooner.
3. The complexity of the concern(s).
4. How likely is the Trust going to be able to achieve a reasonable resolution.
5. Are the clinical records likely to be available.
6. Are the clinicians involved in decision-making likely to be available to recall events around the incident.
16)  If I make a complaint about a staff member, would they be aware of it?
The Trust is committed to being open and accountable to its service-users and staff. Considering this, staff named in a complaint will be informed. 
17)  Can I claim financial compensation?
Yes, you can. This can be done via your legal representatives who can contact NHS resolutions or the Trust legal services team.
18) What will happen because of my complaint?
Once you make a complaint to the NHS, we ensure that your concerns are taken seriously and, where shortcomings are identified, can lead to improvements.
19) Will the doctors, nurses and other staff involved in my complaint be subject to disciplinary action?
No, disciplinary action is separate from the NHS complaints process and only happens if serious concerns are identified during the investigation. The disciplinary investigation details are not shared with complainants, especially when they involve confidential staff information and are dealt with under the Trust’s human resources process.
The Trust is committed to fairness and proportionality in its complaint investigations. All complaint responses avoid apportioning blame to individual staff members, and instead consider the systems, processes and cultural factors which may have given rise to the incident complained about. This is in line with ‘just culture’ principles and the expected standards of system-focused investigations, where complaints are viewed as opportunities for learning rather than individual blame, and staff feel encouraged to actively contribute to a complaint investigation without fear of censure.
20) Can you amend my health records because of my complaint?
Whilst there is no automatic right to do so, the Trust will be guided by the advice of its Information Governance team and the relevant clinical team.
21) Can I make a complaint about more than one healthcare organisation?
Yes. When the Trust receives a complaint which relates to more than one organisation, including a local authority, the Complaints and PALS team will contact the complainant to establish whether they require a single or joint response. The complainant’s agreement to share the complaint with the other organisation(s) must be obtained. 

The complaint will then follow the usual Trust complaints process, and the Complaints and PALS team will work with the complaints departments of the other organisation(s) to ensure co-ordinated handling and to provide the complainant with a single response which covers all aspects of the complaint. This might not apply to integrated services. 

22) Can you consider complaints about other healthcare and government organisations?
No. Whilst our remit covers only East London NHS Foundation Trust, we can signpost to the relevant organisation.
23) Do you consider complaints about GPs?
We only consider GP complaints if they fall under the remit of the Trust, and these are managed locally by the services.
24) Can I complain about wrongful detention?
Yes.



25) How do I know my complaint will be looked at fairly and impartially?
The Trust is committed to continuously improving the quality of its care and services. As part of this, the Trust actively welcomes feedback from service users, carers, and the community.
The complaints process is led by the complainant and is guided by principles of fairness, transparency, and respect. No one will be treated less favourably or face disadvantage for raising concerns, regardless of age, disability, race, gender identity, sexuality, religion, or background.
Complaints are seen as opportunities for learning and service improvement. Insights gained are shared across the Trust to support better care, risk management, and governance. The Trust complies with the Local Authority Social Services and NHS Complaints (England) Regulations 2009 and promotes early, local resolution wherever possible.
26) Can I audio/ visually record meetings with staff when discussing my complaint?
Recordings may sometimes be used for more than one purpose. The following are examples of acceptable uses:

· Clinical - to monitor therapeutic change over time, give feedback, enable patients and their carers / families to observe and learn from their actions / interactions, support training (such as parenting skills) and facilitate clinical involvement of the wider team.

· Incident investigation and feedback - to ensure the correct recording of information in circumstances where there is a requirement to ensure absolute accuracy or in feedback meetings where the presence of a minute taker may be insensitive and intrusive.

Trust staff must always seek consent prior to recording taking place and it is never acceptable to place individuals under pressure to consent.
Service users or other individuals may ask to record a meeting or clinical session to help them retain information or aid their therapy. Equally they may not seek consent and may just record a session. Both are acceptable. 
If staff are asked if a meeting or clinical session can be recorded it is acceptable to ask why the individual wants to record and to discuss their concerns. It is also acceptable to suggest alternative ways of documenting a session (for example, providing a written set of notes, offering to pause at agreed intervals to give time for an individual to reflect or ask questions) but if the service user / family does not want this then their wishes should be respected. Sometimes concerns can be allayed through discussion and may negate the need for recording. 
It may often be considered inappropriate to allow a recording, particularly where references may be made to third parties or for example, where visual interaction with a service user would not be apparent in an audio recording. Service users should be advised that clinical sessions are fully documented, and a written copy can be provided to the service user.
Hidden recording or recording without consent can affect people’s privacy and dignity and can have legal consequences. Anyone (including staff) who is worried about an individual or group of individuals’ care should first be encouraged to raise it with the service, or if this is not possible, with the Trust’s PALS and Complaints team. Staff can also raise concerns with the Trust’s Freedom to Speak Up Guardian. The Trust will always investigate any concerns raised with them. 
If consent to record is not given and hidden recording takes place by staff, visitors or patients it should be noted that anyone being recorded has the right to take legal action as the recording may infringe their right to privacy. The Information Commissioner could also investigate and take enforcement action. This does not apply to service users who wish to record their own sessions. It is accepted that staff may be recorded whilst undertaking their work. This must not affect the level of care provided and does not infringe their right to privacy.
When recording takes place by anyone other than the service user, permission should always be given by the person whose care is allegedly cause for concern. They should be told by the individual doing the recording who the recording will be shared with and why. It is important they agree. Just because they do not object does not mean they agree to it. If they do not have the capacity to make that decision it is important that the individual who wants to do the recording acts in their best interests. 
When staff are aware covert or hidden recording is taking place, they should make every effort to advise the individual doing the recording that this requires the consent of the individual being recorded. Staff should seek the advice of the Mental Health Law team in cases where it is unclear if an individual has the capacity to consent to being recorded.  
If anyone is found to be making a recording without the permission of the Trust, the individual should be advised this contravenes the right to confidentiality of any individuals being recorded, their human rights and is against Trust policy.
The recording device should be taken from the individual and the recording destroyed. In some circumstances it may be appropriate to withhold the recording device. 
If the making of a covert recording is discovered after the recording has been made, the individual should be instructed to return the recording to the Trust for destruction. If it has already been published (for example on Facebook, YouTube), the individual should immediately remove the recording and notify the Trust when it has been done. Where this is not done the Trust will advise the individual that legal action will be taken against them.
If staff would prefer for cultural reasons not to be recorded, they can respectfully decline any request to record a meeting and if the service user wanted to record, staff could civilly decline the meeting, advising that a new meeting would be arranged with a colleague.

27) How can I access my health records?
You can make a Subject Access Request (SAR) to elft.accesstorecords@nhs.net
28)  Can I change the service I attend because of my complaint?
This can be discussed during the complaints process with the local service managing your concerns.
29)  Can a relative, carer and/or advocate of the complainant attend meetings with the investigating officer?
Yes. It would be helpful to know in advance who is attending.
30) Can such meetings be virtual or in-person?
Yes, the Trust will seek to accommodate your preferences. 
31) Can the Trust arrange translation and/or interpretation services?
Yes, the service investigating the complaint will make suitable arrangements.
32) Can I get independent help in raising my concerns?
The Trust can signpost you to independent advocacy groups such as POhWER at POhWER Homepage and VoiceAbility at VoiceAbility | Advocacy and involvement.
Learning from complaints
33) How does the Trust learn from complaints?
The Trust treats complaints as valuable learning opportunities, not just to resolve individual issues, but to improve services across the board.
34) Will the person making the complaint be told about any service improvements and/or actions because of their raising a concern. 
Yes, the complainants are informed of the learning and actions taken because of the complaint.
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