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If you would like to write down your issues of complaint now, please feel free to do so below and send to us at the address detailed overleaf:
Name………………………………………………

Contact details……………………………………………………………………………………………………………………………………………………………..............................................................................
Please write down what went wrong:

...........................................................................

………………………………………………………

...........................................................................

………………………………………………………

...........................................................................

………………………………………………………

...........................................................................

………………………………………………………

...........................................................................

……………………………………………………

...........................................................................

………………………………………………………

...........................................................................

………………………………………………………

...........................................................................

……………………………………………………………………………………………………………………………………………………………………...

...........................................................................

……………………………………………………………………………………………………………………………………………………………………...

Please continue on a separate sheet if you need to


 



Tell us what YOU think about CWP
How to make a complaint
Making Experiences Count 

To Improve Our Services

Tell us what you think about our services

Cheshire and Wirral Partnership NHS Foundation Trust (CWP) is committed to providing any service user of the Trust, their family or member of the public with the opportunity to make a compliment, seek advice, raise concerns or make a complaint about any of the services it provides. 

How can I make a complaint?
It can be difficult to know who to turn to when you are unhappy about the treatment you or someone you care for is receiving.  However, here at CWP there are several ways you can get in touch if you want to make a complaint. If you feel able to, you can talk to someone who is involved in your care.  

If you are unable to discuss your complaint with a member of staff involved in your care, you can contact the PALS, Complaints and Incidents Team.  You can do this by:

· Email at complaints@cwp.nhs.uk
· Letter to:

Complaints and Incidents Team

FREEPOST RRBA UEGB AZJA

Redesmere

Countess of Chester Health Park

Liverpool Road

Chester

CH2 1BQ
· Telephone: 01244 393145
PALS

If you do not want to make a complaint, but you have a concern that you would like addressing, you can contact our Patient Advice and Liaison Service (PALS) on 0800 195 4462.
Care Quality Commission

You can also contact the Care Quality Commission (CQC) about your experience of our services, although they cannot investigate individual complaints.

Information about the CQC can be found at www.cqc.org.uk or you can call them on 0300 061 6161
Support and Guidance
Making a complaint can very often be a stressful experience, but please rest assured that staff at CWP will endeavour to support you.  All complaints are treated as strictly confidential and making a complaint will not impact negatively on any care or treatment being provided for any patient.  All medical records are kept separate from any complaints raised with CWP.

We have a complaints policy which sets out how CWP will look into complaints and this can be found on our website:
www.cwp.nhs.uk/ 
We aim to acknowledge all complaints within 3 working days and, in some circumstances, an investigation will take place, lead by an investigating manager.  It is likely that the investigating manager will ask to meet with you.  This is so that we can be certain that we look into all aspects of your complaint and investigate it fully.
ICAS and Advocacy support
If you feel you would like support from an external body during the complaints process, you can contact the Independent Complaints Advisory Service (ICAS).  

ICAS is a free, impartial and independent service to support people through the NHS complaints process.  You can contact ICAS on 0808 801 0389.
Information for carers
At CWP we greatly value the fundamental role of carers and we want to make sure that their views are listened to.  
Due to patient confidentiality laws and the Data Protection Act, there will be occasions where the patient’s consent will be asked for by the Complaints Manager or PALS in order to investigate the complaint fully.  Where consent is not granted, we will do our utmost to respond to any issues we can legally, without compromising patient confidentiality.
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