
Patient information leaflet

How to raise a 
complaint about the 
Isle of Wight NHS Trust



If you require this leaflet in another 
language, large print or another 
format, please contact 
the PALS Team, telephone 
01983 534850, who will advise you.

Use of personal information
Do you want to know more about how the Trust uses your personal 
information? To view our full Privacy Notice visit our website 
www.iow.nhs.uk/about-us/privacy-notice

If you require a full printed copy of our Privacy Notice please ask a 
member of staff. If you would like to submit any comments or feedback 
regarding our Privacy Notice please email these to 
iownt.informationgovernance@nhs.net
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If you are unable to read this leaflet because English is not your 
first language, please ask someone who speaks English to 
telephone PALS on 01983 534850 for further information and help.

Polish:
Jeśli nie możesz przeczytać tej ulotki, ponieważ angielski nie jest Twoim 
pierwszym językiem, poproś osobę anglojęzyczną o skontaktowanie się z 
PALS pod numerem 01983 534850 w celu uzyskania dalszych informacji 
i pomocy.

Russian:
Если вы не можете прочитать этот буклет на английском языке, 
пожалуйста, попросите кого-нибудь, кто говорит на английском 
языке, позвонить по телефону (PALS 01983 534850) для 
получения дополнительной информации и помощи.

Turkish:
İngilizce ana diliniz olmadığı için bu broşürü okuyamıyorsanız, daha fazla 
bilgi ve yardım için lütfen İngilizce konuşan birinden 01983 534850'den 
PALS'a telefon etmesini isteyin.

Bulgarian:
Ако не можете да прочетете тази листовка, тъй като английският 
не е вашият първи език, моля, помолете някой, който говори 
английски, да се обади на PALS на 01983 534850 за допълнителна 
информация и помощ.

Czech:
Pokud nejste schopni přečíst přiložené informace, protože angličtina 
není vaším rodným jazykem, požádejte někoho kdo mluví anglicky aby 
zavolal na telefonní linku PALS na číslo 01983 534850 pro další 
informace a pomoc.

Bengali:
আপনি এই লিফলেট পড়তে অক্ষম হন কারণ ইংরেজি আপনার প্রথম ভাষা 
নয়, কেউ আরও তথ্য এবং সাহায্যের জন্য 01983 534850 উপর টেলিফোন 
PALS ইংরাজী থেকে কথা বলে জিজ্ঞাসা করুন।
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The Isle of Wight NHS Trust aim to offer you the best services 
available but sometimes these may not meet the standards that 
you expect. Your views and suggestions are important, because 
they help us to improve our services. If you want to comment on 
something, or have a suggestion on how we can further improve 
our services, you should talk to a member of the team looking 
after you in the first instance.

This leaflet is designed to support you to make a formal complaint about 
the services received by the Isle of Wight NHS Trust when other means to 
address your concerns have failed.

Our aim is to always try and resolve your concerns as quickly as possible 
this will sometimes be achieved through a phone call, face to face 
meeting, email or letter. We want to agree with you the best and most 
effective way of responding to your complaint.

Please do not be afraid to say what you think. Your feedback in the form 
of complaints, concerns or compliments is welcomed and will enable us 
to learn and make changes to our services to bring about better care and 
treatment for other people.

The Trust will deal with your problems openly, and welcomes all 
comments and will do everything possible to put things right.
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Who can make a complaint?
A current or former patient may complain about the Trust's services, 
someone can complain about services on behalf of a patient if the 
patient has given consent. A relative, carer or advocate with the 
appropriate consent can:

• complain on behalf of the patient after the service user had died,

• complain on behalf of a child who is a patient or on behalf of 
someone who is unable to make a complaint themselves because 
of their mental or physical health condition.

Relatives, friends or other visitors may complain about the service they 
themselves have received.

The Trust will work with you, your relative and / or advocate ensuring that 
your concerns are addressed.

Will making a complaint affect my care and treatment?
No absolutely not! Making a complaint will have no adverse effect on 
your current or future care and treatment.

Will my complaint be treated in confidence?
Yes, the Trust respects the confidentiality of all patients. It cannot share 
clinical information about a patient with relatives or friends, without the 
patient's permission. The only exception would be if the patient is a child 
or is unable to make their own decisions because of illness.

Information relating to your complaint will not be held in your medical 
records.
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How do I complain?
Making an informal complaint (concern):

Wherever possible, you should tell the ward / department manager or 
relevant staff member about your complaint. In many cases, it should be 
possible to sort out the problem straightaway.

However, if this is not possible you may want to talk to:

The Patient Advice and Liaison Service (PALS) are able to support you 
with concerns if you are not sure who to talk to, and can also provide 
you with guidance on how to make a formal complaint. The PALS service 
offer an impartial service and are available in a private setting in the main 
reception area of St Mary's Hospital. Alternatively you can call them on 
01983 534850

Making a formal complaint:

If you feel your complaint needs a more formal investigation, you can 
write to:

The Chief Executive 
Isle of Wight NHS Trust 
St Mary's Hospital 
Newport 
Isle of Wight 
PO30 5TG

Contact the Patient Experience Team on 01983 534420

You can email: iownt.PatientExperience@nhs.net

You can complete the complaints form via the Trust's website:

http://www.iow.nhs.uk/Homepage/complaints-form.htm
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What can I expect when I make a complaint?
Once we receive your complaint we will contact you within 3 working 
days. This could be by phone call if you have included a telephone 
number or by email / letter if you prefer. Our initial contact with you is to 
agree with you the best way to resolve your complaint. Again, this may 
involve a further phone call with the staff who are working within the 
service you are complaining about. We believe the staff as to the service 
as possible and know a great deal about the services, are often best place 
to respond to complaints.

It may also be more appropriate to include a face to face meeting 
where you can meet the people who lead the services you may be 
complaining about.

Our aim is to negotiate a timescale for resolve your concerns, and the 
best way to communicate this with you. If for any reason you do not feel 
able to communicate with the service leads, we will find a senior lead in 
the Trust to support you to resolve your complaint. You will need to help 
us to decide the best way to achieve this.

We will ensure that you receive a response in the timescales agreed with you.

If we are unable to complete our investigations within the timescale 
agreed we will let you know as soon as possible and set a new agreeable 
date for a response to be sent to you.

We actively encourage people who have a complaint to meet with the 
leaders of our services. This first hand feedback is key to supporting the 
Trust to improve its services. We will support you through this process 
and have a dedicated PALS team to support you. You may want to bring 
a friend, family member or independent advocate to meetings with you.

When the investigation into your complaint has been completed, the 
Chief Executive will write to you and explain how the investigation was 
conducted, what the result of it was and what is going to happen to 
improve the service if this is found to be less than satisfactory.
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How quickly do I need to make a complaint?
If you want to make a complaint, you should contact the Complaints 
Team as soon as possible, but at least within 12 months of the issues 
occurring or 12 months of you becoming aware of the issue or its 
impact. The sooner you contact us with your complaint or concern, the 
more likely we are to be able to resolve this with the staff or service 
leaders involved.

Where can I get independent help to make a complaint?
If you need help to make a complaint the Advocacy People offers 
advice and support. The Advocacy Service is independent of the NHS and 
its services are provided free of charge.

This service can be contacted via:

The Advocacy People

Independent Health Complaints Advocacy

Telephone: 0330 440 9000

Email: info@theadvocacypeople.org.uk

Website: www.theadvocacypeople.org.uk
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What happens if I am still not satisfied?
If you are not satisfied with the outcome of your complaint, we will 
continue to work with you until hopefully we can achieve a satisfactory 
outcome, and initially offer you a meeting to understand the areas we 
may not have covered in the initial response.

If you feel that there is no way of resolving the issue with us then you 
have the right to refer your case to:

The Parliamentary and Health Service 
Ombudsman Millbank Tower 
Millbank 
London 
SW1P 4QP

Telephone: 0345 015 4033

Email: phso.enquiries@ombudsman.org.uk

Website: www.ombudsman.org.uk

Healthwatch Isle of Wight is the local consumer champion for health and 
social care. We gather the views of the public about local health and social 
care services and use these to hold providers and commissioners to account.

You can tell us about your experience by contacting Healthwatch Isle of 
Wight by telephone, via email, via Facebook: Facebook.com/
HealthwatchIOW or in person at the Islehelp Hub, Newport.

Healthwatch Isle of Wight 
The Riverside Centre 
The Quay 
Newport 
Isle of Wight 
PO30 2QR

Telephone: 01983 608 608

Email: enquiries@healthwatchisleofwight.co.uk

Website: www.healthwatchisleofwight.co.uk
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What if I want to complain about other areas of my 
healthcare?
This leaflet is about the Isle of Wight NHS Trust complaints process, 
should you wish to complain about other areas of healthcare the 
following contact numbers may be useful:

For complaints about GPs, NHS Dentistry, Optometry and 
Pharmaceuticals:

National Customer Contact Centre: 0300 311 22 33

Email: england.contactus@nhs.net

NHS Commissioning Board 
PO Box 16738 
Redditch 
B97 9PT

For complaints about Isle of Wight Clinical Commissioning Group:

Commissioning Quality Team: 01983 552064

Email: hsiccg.iw.patientexperienceservice@nhs.net

Commissioning Quality Team 
Isle of Wight Clinical Commissioning Group 
Building A 
The Apex 
St Cross Business Park 
Newport 
Isle of Wight 
PO30 5WN
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For Complaints about Adult Services, Isle of Wight Council:

Adult Social Care Complaints Team: 01983 821000

Website: https://www.iwight.com/council/OtherServices/Adult-
Services-Complaints/A-Guide-to-Adult-Services-Complaints

Adult Social Care Complaints 
Isle of Wight Council 
Enterprise House 
Monks Brook 
St Cross Business Park 
Newport 
PO30 5WB

For complaints about Children's Social services:

Children's Services Complaints Team: 0300 555 1384

Email: childrens.services.complaints@hants.gov.uk

Website: http://www3.hants.gov.uk/childrens-services/contact-cs/
cs-complaints/education-complaints-contacts.htm

Children's Services Complaints Team 
Children's Services 
Elizabeth II Court North 
Winchester 
Hampshire 
SO23 8UG



If you have any queries or concerns about the content of this 
leaflet please call (01983) 822099 and ask to speak to the 
relevant department.

Valuables should not be brought into the hospital. If patients have to 
bring in valuable items they should ask a nurse to store them safely and 
request a receipt for the items. You may not be able to have the valuable 
items returned if the time of discharge from hospital is out of hours.

We are sorry but the Trust cannot accept responsibility for loss or damage 
to items not given for safe keeping.

You can get further information on all sorts of health issues 
online at: www.nhs.uk

For Health advice and out of hours GP service please call the NHS 111 
service on: 111

We value your views on our service
If you wish to comment on the care which you, your relative or friend has 
received, we will be pleased to hear from you. Please speak to the person 
in charge of the ward, clinic or service in the first instance or ask them to 
contact the PALS Team. 
If you wish to contact them directly, telephone on 01983 534850

Alternatively you may prefer to write to:

Chief Executive 
Isle Of Wight NHS Trust 
St Mary's Hospital 
Newport, Isle of Wight, PO30 5TG

You can also share any concerns you have about our services with the 
Care Quality Commission (CQC) on 03000 61 61 61 or at 
enquiries@cqc.org.uk

All NHS sites are no smoking areas.

If you would like help and advice to stop smoking please call: Freephone 
0800 169 0 169 to talk to the NHS Smoking Helpline.
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