Health and Personal Social 

Services Complaints Procedure

The Health and Personal Social Services aims to give a high quality service to all patients and clients, their relatives, carers and visitors.  In most instances this happens, but sometimes things can go wrong.  If you are in any way unhappy with the service you have received, or lack of a particular service in your local area, you should make your concerns known immediately.

Who can complain?

· Patient/Client

· Anyone who has used or sought health and personal social services and their families or friends.
Who do I complain to?

Each Health and Social Services Board, Trust and Family Health Service practice, such as GPs or dentists, must have a designated Complaints Officer.

Boards

If you have a complaint about the work of the Board (eg if you have been personally affected by a decision of the Board concerning the funding of a particular service or by the lack of a particular service in your local area, or issues such as waiting lists for treatment), you should contact the Board's Patient/Client Services Officer:-

EHSSB

Mr Michael Cruikshanks, 

Eastern Health and Social Services Board, 

Champion House, 

12-22 Linenhall Street, Belfast, BT2 8BS.  

Telephone 
(028) 9055 3751, 

email 

mcruiksh@ehssb.n-i.nhs.uk
NHSSB

Miss Michaela Barr

Northern Health and Social Services Board

County Hall

182 Galgorm Road

Ballymena

BT42 1QB

Telephone 
(028) 25662217

e-mail

michaelabarr@nhssb.n-i.nhs.uk
SHSSB

Mrs Caroline Cullen

Southern Health and social Services Board

Tower Hill

Armagh

BT61 9DR

telephone
(028) 37414603

e-mail

carolicu@shssb.n-i.nhs.uk
WHSSB

Mrs Rosemary Henderson

Consumer Services department

Western Health and Social Services Board

15 Gransha Park

Clooney Road

londonderry

BT47 6FN

Telephone
(028) 71860086

e-mail



Trusts and Family Health Services

If you have a complaint about a service you have received, initially you should complain to someone who is close to the cause of your complaint, such as a doctor, nurse or social worker or GP.  If you are still unhappy contact the complaints officer.

Some people who have complaints against family health services may not want to approach the Practice directly.  If this is the case, please contact the Board's Patient/Client Services Officer for advice and assistance.

How do I complain?

You can register your complaint 

· In person

· By telephone

· Writing (including email)

Are there time limits for making a complaint?

It is important to make your complaint as soon as possible. The time limits are:

· Within 6 months of the event; or

· Within 6 months of becoming aware that you have cause for complaint, providing that this is not more than 12 months after the event.

These time limits can be extended if there are good reasons why you did not complain sooner.

What happens then?

Your complaint will be:

· Acknowledged within 2 working days

· Investigated thoroughly

· Treated confidentially

· Replied to, in writing within 20 working days or 10 working days for Family Health Services Practitioners.

If there is a delay in replying you will be kept up-to-date with what is happening.  At any stage a meeting can be arranged to discuss your complaint.  You may bring a relative, friend or someone from the Health and Social Services Council with you.

Independent Review

If you are still dissatisfied after a response has been received, you can request an Independent Review of your complaint.  The Board will assign an independent person called a Convenor to look at the outstanding areas of your complaint.  The Convenor will see if there is anything else that can be done to try to settle your complaint.  If a review will help, your complaint will be looked at by an independent panel.  You may be asked to meet with the panel to provide further information in support of your complaint.  A copy of the panel's report will be issued to you.

The Timescales for the Independent Review process are as follows:

	Acknowledgement by Convenor for request for Independent Review
	2 working days of receipt

	Decision by Convenor to set up panel, or not
	20 (10) working days of receipt of request

	Appointment of panel members
	20 (10) working days of decision by Convenor to establish a panel

	Final report of panel
	60 (40) working days of formal appointment of panel and assessors

	Responses to complainant by Board/Trust
	20 (5) working days of receipt of Panel's report


(Timescales for complaints involving family health services practitioners are indicated in brackets)
If you remain unhappy

If you remain unhappy with the findings of the report you can ask the 

NI Commissioner for Complaints to investigate your complaint.  The address is, 33 Wellington Place, Belfast, BT1 6HN.  Telephone 0800 34 34 24.

Throughout the complaints investigation you also have a right to seek the help of your local Health and Social Services Council.

The Council is an independent body set up to represent your interest in health and social services.  They are willing to assist you at any stage of your complaint by providing advice and support.  The contact details of the councils are listed below.

Eastern Health and Social Services Council 

1st Floor McKelvey House

25-27 Wellington Place

BELFAST

BT1 6GQ

Telephone 
028 90321 230

Email 

ecouncil@ehssc.n-i.nhs.uk
Website 
www.ehssc.org 

Northern Health and Social Services Council

8 Broadway Avenue

Ballymena

BT43 7AA

Telephone
028 25655777

Email

info@nhssc.org
Website 
www.nhssc.org 

Southern Health and Social Services Council

Quaker Buildings

High Street

Lurgan

BT66 8BB

Telephone
028 38349900

Website 
www.shsscouncil.net 

Western Health and Social Services Council

Hilltop

Tyrone and Fermanagh Hospital

Omagh

BT79 0NS

Telephone
028 252555

Website 
www.whssc.org 
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