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If you have any ideas to improve our services or any concerns we really want to hear from you.
Taking part in’ iwantgreatcare’ is an ideal way of letting us know about your experience.
Here at Trinity Hospice and Palliative Care Services we aim to give you the best possible service at all times and to learn from your experiences, therefore we would value your feedback both positive and negative.
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For further information please contact:
Julie Huttley
Clinical Director and Registered Manager
01253 358881

Or

David Houston
Chief Executive
01253 358881
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Is there a cost for Trinity’s Care?
No, all our services are provided free of charge for those who need them but we rely heavily on peoples generosity to fund our much needed service. For information about how to support us visit www.trinityhospice.co.uk 
Every penny you give allows us to carry on caring…
Do you have other questions about Trinity and the care it provides?
If so, then please ask any member of staff or visit our website at www.trinityhospice.co.uk
or phone us on 01253 358881
Making a Complaint
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[image: ]What is this leaflet about?
Trinity Hospice and Palliative Care Services are committed to the provision of high quality care and continuous improvement. If we fail to meet       expectations, in any way, we hope that people will tell us.
We are always glad to have feedback about any area of our services both positive and negative. If you are unhappy with any aspect of your, care, treatment, stay please speak to a member of staff in the first instance, as we would like to take the opportunity to put things right immediately.
Complaints are investigated and responded to in line with ‘best practice’
If I raise concerns or make a complaint will this affect my future care?
We assure you that your care will not be affected if you complain:  Trinity welcomes feedback from our patients, families and friends.
Who can complain?
Anyone who is receiving or has received treatment or services from Trinity Hospice.
If you are unable to yourself then someone else, usually a relative or close friend can complain for you. You can request a copy of our complaints policy from a member of staff.
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Do I have to put my complaint in writing?
No, wherever possible you should tell a member of staff about the complaint. In many cases, it should be possible to sort out the problem straight away. Trinity will treat complaints with the same seriousness whether verbal or written.
What happens then?
If the complaint is made verbally to a member of staff they will deal with it, but will make a simple written record so we can be sure what the concern is about and ask you to sign this record to ensure that we have got the facts right.
Written complaints are dealt with by the Clinical Director or her deputy. This will be acknowledged either in writing or telephone within two working days of receipt. Ideally we will try to meet with the complainant within 48 hours, to establish what the complaint is about. We feel that face to face meeting is the most effective way of dealing with complaints and we have found from experience that attempts to deal with them by correspondence alone tends to inflame the situation as the complainant feels they are ‘not being listened to’.
Following this a full investigation will happen, and a further meeting will be arranged within 5 days to give a full explanation of the findings of the investigation. If the complainant has indicated that they do not want to meet they will be informed of the outcome by letter within 25 working days.
 

What if I am still unhappy?
If the matter is not satisfactorily resolved, the patient, family or friend may discuss the complaint with the Chief Executive, who will then investigate further. The Chief Executive will consider opportunities for involving the Trustees in such investigations so that all possibilities for resolving complaints are explored before the complaint has to go outside the organisation.
If you have experienced poor care

If you have experienced poor care you can tell the Care Quality Commission who use this information when inspecting health and social care services including Trinity.

Please be aware that they do not settle individual complaints

You can also complain to either Blackpool or Fylde and Wyre CCG who commission some of our care.
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The Trinity family of services

HOUSE
d
L4 _ Support/counselling for grief and loss
e In-Patient Unit e Day Therapy Unit
e Clinical Nurse Specialists e Lymphoedema Service
e Complementary Therapy e Learning and Research Centre
Low Moor Road, Bispham, Blackpool FY2 0BG Tel: 01253 358881
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