| would like the following points addressed in response to
this complaint.

1. Is my medical condition poorer as a result of my diabetes
not being detected and diagnosed by Dr Jones on previous
appointments?

2.  Why did Dr Jones not order any tests?
Along with answers to my questions, | would now like:

Dr Jones’ attitude to patients to be reviewed
Dr Jones to explain why he did not listen to me or examine me

an apology from him for the unnecessary stress and poor health |
suffered because of his inadequate care

to know what arrangements the practice has for reviewing the
listening skills of the doctors.

| have had very good care from the practice in the past, in particular
from Dr Allen until he retired. | was then moved to Dr Jones. |
would like to regain confidence in the care provided by the practice.

| would like you to carry out a full investigation into my concerns in
accordance with the NHS Complaints Regulations.

Yours sincerely

Mrs A Smith
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PALS is a service that has been set up by the NHS for patients to have a voice in
their local health services. You can contact PALS if you want:

Information and advice about local health services

To raise an issue or concern about a local health service

Information about relevant organisations outside the NHS
(including ICAS)

Helps to resolve patient issues and concerns quickly and locally
Helps patients to speak up for themselves

Provides information to help patients get the best from their
health services

Feeds back the information given by patients to senior managers,
which may help to improve the quality of health services

PALS ICAS

PALS staff are NHS employees ICAS is an independent advocacy service,
You will find PALS staff in every therefore not answerable to the NHS

Hospital Trust and PCT ICAS has offices nationwide, in easily
accessible locations

ICAS will support you to voice your
concerns and complaints throughout the
whole complaints process.

PALS and ICAS work closely together to try to resolve a complaint quickly and
to the satisfaction of the patient. It is always your choice which service you
prefer to use.

Both PALS and ICAS will refer you on to each other if it is more appropriate that
you use the other service and if the patient consents to this course of action.



Obtaining Patient Records

All NHS staff have a duty of confidentiality towards all patients
and their records.

Patient records include:
GP and hospital doctor records
nursing records, and those made by other NHS staff
records of your visits to the practice, clinic or hospital
visits to you

details of treatment, medication, tests and their results,
diagnosis, referrals, etc.

Your rights:

Under the Data Protection Act 1998 you have a right to see and
receive copies of records unless:

a) your doctor thinks that to do so would seriously harm you
or another person. Note: This refusal can apply to part of
your records and there is no obligation to inform you of such a
partial refusal. It is worth asking if any part of your records has
not been made available.

b) providing them would disclose information relating to another
person who has not consented to the disclosure.

Applying for your records:

You have to apply to see your records, and some GP Practices
and Trusts have a form specially designed for this that you are

asked to complete. Most Trusts also have a specially appointed
person, responsible for dealing with such requests.

Records should be made available within 40 days of applying to
see them, or 21 days if they have been added to within the last
40 days.

Trusts and GP Practices are allowed to charge you for seeing
your records if they have not been added to within the last 40
days. This charge should not be more than £10.

Trusts and GP Practices also have to explain to you anything
in the records that is not easy to read, or which uses technical
language that you do not understand.

If you want copies of the records, Trusts or GP Practices can
charge you for the actual cost of postage and photocopying, up
to a maximum of £50, including the £10 charge if that is made. It
is a good idea to get copies if you need to use something in your
records as evidence in your complaint.

Trusts and GP Practices can refuse to provide copy records if
providing them would involve “disproportionate” effort.

Note: Disproportionate effort is not defined, but the Data
Protection Commissioner has warned against abusing this
clause to block your access to your records.

If you are applying to obtain someone else’s records, you must
have the patient’s authorisation in writing. This includes parents
applying to see a child’s records if the child is able to understand
matters. Where a patient is unable to give permission because
of incapacity or illness, you may need to seek legal advice and a
court authorisation.

In the case of a deceased patient disclosure is governed by the
Access to Health Records Act 1990 and records can only be
obtained by a Personal Representative of the deceased (the
executor or administrator of their estate) or by someone who
may have a claim arising out of the death, unless the deceased
specifically requested in the records that they did not want that
person to have access to their records after their death.

If you think your records are inaccurate, you can ask for them to
be corrected. If the Trust or doctor disagrees with the changes you
want to make, ask for a note recording your disagreement to be
attached to the records.

Any complaint about this can be made to the Data Protection
Information Commissioner (see Useful Addresses).



ACTION AGAINST MEDICAL ACCIDENTS
(AVMA)

44 High Street
Croydon
Surrey

CRO 1YB

Tel: 0845 123 2352
Web: www.avma.org.uk

An independent charity that provides free and
confidential advice to people injured during
the course of medical treatment.

THE LAW SOCIETY OF
ENGLAND & WALES

Tel: 0845 603 9795 or 020 7241 1222
www.lawsociety.co.uk

Professional body for the legal profession that
can help you find a solicitor specialising in
medical negligence claims.

LOCAL INVOLVEMENT NETWORK
LINKS

Helpdesk: 024 761 50705
E: info@links.nhs.uk

Useful
Addresses

COMMITTED TO
EXCELLENCE

EFQM
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VOICE RIGHTS CHOICE

The Independent Complaints Advocacy Service (ICAS) in the
South East and South West is provided by SEAP
Registered company number 3963421
Registered charity number 1080679

South of England Advocacy Projects, 42 Robertson Street,
Hastings, East Sussex TN34 1HL

ICAS
Independent Complaints

www.seap.org.uk
p-org Advocacy Service



DATA PROTECTION INFORMATION
COMMISSIONER

Woycliffe House
Water Lane
Wilmslow
Cheshire

SK9 5AF

Tel Helpline: 01625 545 745 or 0845 630 6060

www.dataprotection.gov.uk

Regulates and upholds Data Protection Act, and
deals with issues of privacy, accuracy, etc.

GENERAL OPTICAL COUNCIL

41 Harley Street
London
W1G 8DJ

Tel: 020 7580 3898
Fax: 020 7436 3525
E: goc@optical.org

GENERAL DENTAL COUNCIL
37 Wimpole Street
London

W1G 8DQ

Tel: 020 7009 2701
E: Complaints@gdc-uk.org

GENERAL MEDICAL COUNCIL

Regent’s Place
350 Euston Road
London

NW1 3JN

Tel Helpline: 0845 357 0022
Switchboard: 0845 357 8001

Protect, promote and maintain the health and
safety of the public by ensuring proper standards in

the practice of medicine.

THE PARLIAMENTARY & HEALTH SERVICE

OMBUDSMAN

Millbank Tower
Millbank
London

SW1P 4QP

Tel: 0345 015 4033
www.ombudsman.org.uk

COMMUNITY LEGAL
SERVICES DIRECT

Tel: 0845 345 4345
www.communitylegaladvice.org.uk

For information on public funding of
legal action and local specialist
solicitors.

NATIONAL PATIENT SAFETY AGENCY

4 — 8 Maple Street
London
WA1T 5HD

Tel: 020 7927 9500
www.npsa.nhs.uk

Seeks to learn from patient safety incidents to
improve services.

CARE QUALITY COMMISSION

CQC National Correspondence
PO Box 1258

Newcastle Upon Tyne

NE99 5AU

Tel: 03000 616 161
E: enquiries@cqc.org.uk

OPTICAL CONSUMER
COMPLAINTS SERVICE

PO Box 219
Petersfield
GU32 9BY

Tel: 0844 800 5071
www.opticalcomplaints.co.uk



Organisation \

Contact Details

Complaints Manager

PALS

Overall Hampshire Area

South Central Strategic Health First Floor n/a n/a
Authority Rivergate House
Newbury Business Park
Covers Berkshire, Buckinghamshire, London Road
Oxfordshire, Hampshire and Isle of Newbury
Wight Berkshire
SHA holds PCTs and Trusts to account | RG14 2PZ
for their performance against key Tel: 01635 275500
targets and in turn SHAs are held to Fax: 01635 33983
account by the Department of Health
(DH) to ensure the local NHS is
implementing government
Chief Executive:
Mr James Easton
Hampshire Partnership NHS The Maples Pam Sorenson — Head of Consumer Linda Klein

Foundation Trust

Hospital/Units:

Department of Psychiatry (Royal South
Hants, Southampton)

Elmleigh, Havant

Melbury Lodge, Winchester
Parklands, Basingstoke

Ravenswood, Fareham

Woodhaven, Totton

And numerous other locations across
Hampshire where mental health and
learning disability services are
provided

Chief Executive: Nick Yeo

Horseshoe Drive
Tatchbury Mount
Calmore
Southampton
SO40 2RZ

Tel: 023 8087 4300
Fax: 023 80874301

Experience & Engagement

Trust Headquarters

Tom Rudd Unit

Moorgreen Hospital

Botley Road

West End

Southampton

SO30 3JB

Tel: 02380 475595

Email:
hantspt.complaints@hantspt.nhs.uk
Diane Parmee - PALS & Complaints
Officer

Barbara Adams - Administrator

Trust Headquarters

Tom Rudd Unit

Moorgreen Hospital

Botley Road

West End

Southampton

SO30 3JB

Tel: 02380 475265

Email:
hp-tr.hantsptPALS@nhs.net

Laura Webb - PALS &
Complaints Officer



mailto:hantspt.complaints@hantspt.nhs.uk
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Hampshire Community Healthcare
(Provider arm of what was previously
Hampshire PCT)

Covers community hospitals, district
nurses, speech and lang, physio, OT,
CAMHS, Community Dental Services

Interim Chief Executive:
Katrina Percy

Headquarters

8 Sterne Road

Tatchbury Mount

Calmore

SO40 2RZ

Tel02380 874545

E-mail:
enquiries@hampshirepct.nhs
.uk

Ms Louisa Felice

Legal & Customer Services manager
Tel: 02380 874147

E-mail: Louisa.Felice@hchc.nhs.uk

West

8 Sterne Road
Tatchbury Mount
Calmore

SO40 2RZ

Judy Eastley, Julie Ray
Patient Experience Officers
Tel: 02380 874645
jane.howes@hchc.nhs.uk
judy.eastleigh@hchc.nhs.uk

As for complaints:
Jane Howes & Judy Eastley

North & South East
Fairway House
Aldermaston Road
Basingstoke
Hampshire

RG24 9RH

Jane Tibble

Patient Experience Officer

Tel: 01256 376566

Email: jane.tibble@hchc.nhs.uk

As for complaints:
Jane Tibble

Aldershot Centre for Health
Hospital Hill

Aldershot

Hants

GU11 1AY

Jenny Brindley

Patient Experience Officer

Tel: 01252 335165

Email: jenny.brindley@hchc.nhs.uk

Hampshire NHS (commissioning arm
of what was previously Hampshire
PCT)

Covers GPs and dentists

Interim Chief Executive:

Richard Popplewell

Omega House, 112
Southampton Road
Eastleigh, Hampshire,
SO50 5PB

Elaine Williams
Head of Legal Services and Comments
and Complaints Unit

Tel: 02380 627600 (Helpline No)
elaine.wiliams@hampshire.nhs.uk
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South Central Ambulance Service NHS | South Central Service NHS Julie Goddard Liz Rees
Trust Trust Tel: 01189 365629 Hampshire Division
Chief Executive: 44 Finchampstead Rd Julie.goddard@scas.nhs.uk Highcroft
Mr Will Hancock Wokingham Romsey Road
Berks Winchester
RG40 2NN SO22 5DH
Tel: 01962 892622
liz.rees@scas.nhs.uk
Southampton Area
Southampton University Hospitals Mailpoint 18 Joanne Dimmock Susan Marshall

NHS Trust

Hospitals/Units:

Countess Mountbatten House
Princess Anne Hospital

Royal South Hants Hospital
Southampton General Hospital

Chief Executive:
Mr Mark Hackett

Southampton General Hospital

Tremona Road
Shirley
Southampton
SO16 6YD

Tel: 023 8077 7222
Fax: 023 8079 4153

Head of Customer Care & Complaints
Miss Sarah Wellbeloved

Deputy Head of Customer Care &
Complaints

Tina Lanning

Helen Agar

Hilary White

Complaints Liaison Managers

Tel: 02380 796325

Tel 02380 796325 ext 6350
complaints@suht.swest.nhs.uk

Marion Weston

Joint Head of PALS
Tel:02380 798498
pals@suht.swest.nhs.uk

Southampton City PCT

Chief Executive:
Mr Brian Skinner

Trust Headquarters
Oakley Road
Southampton
SO16 4GX

Tel: 023 8029 6904
Fax: 023 8072 5489

Ms Joy Sellwood
Complaints Manager
Tel:02380 296934
joy.sellwood@scpct.nhs.uk

Ms Joy Sellwood
Tel: 02380 296934
pals@scpct.nhs.uk

Portsm

outh Area

Portsmouth Hospitals NHS Trust

Hospitals/Units:

Queen Alexandra Hospital
Royal Hospital Haslar

St Mary’s Hospital

Chief Executive:

De La Court House

Queen Alexandra Hospital

Southwick Hill Road
Cosham
Portsmouth
Hampshire

POG6 3LY

Tel: 023 9228 6000

Ms Karen Flynn

Patient & Customer Service Manager
Education centre

StMmary’s Hospital

Milton Road

Portsmouth

PO3 6AD

karen.flynn r@porthosp.nhs.uk

Suzi Winter

Acting PALS Co-Ordinator
Miranda Hartley

PALS Liaison Offficer

Julie Crawford

PALS Administrator

Room F33

Education Centre
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Miss Ursula Ward

Fax: 023 9228 6073

Tel: 0800 9176039

St Mary’s Hosptial
Milton Road
Portsmouth

PO3 6AD

Tel: 0800 917 6039
pals@porthosp.nhs.uk

Portsmouth City Teaching PCT

Acting Chief Executive:
Tracy Sanders

Trust Headquarters
St James Hospital
Locksway Road
Portsmouth

PO4 8LD

Tel:02392 822444
Fax: 02392 293437

Mrs Marion Wood
marion.wood@ports.nhs.uk
Christine Gregson
christine.gregson@ports.nhs.uk
0800 0132319

Diane Law

St James Hospital

Locksway Road

Portsmouth

PO4 8LD

Tel: 0800 917 6039

Email: pals@porthosp.nhs.uk
Julie Crawford

Isle of Wight

Isle of Wight NHS PCT

Hospitals/Units:
St Mary’s Hospital
Isle of Wight Ambulance Service

Chief Executive:
Mr K Flynn

Isle of Wight Healthcare NHS
Trust

St Mary’s Hospital

Parkhurst Road

Newport

Isle of Wight

PO30 5TG

Tel: 01983 524081

Fax: 01983 822569

Karen Morgan
karen.morgan@iow@nhs.uk

Sam Johnson

Email:
sam.johnson@iow.nhs.uk
Simone Brett

Other Hampshire Areas

Basingstoke & North Hampshire
Hospitals NHS Foundation Trust

Hospitals/Units:
North Hampshire Hospital

Chief Executive:
Mary Edwards

North Hampshire Hospital
Aldermaston Road
Basingstoke

Hampshire

RG24 9NA

Tel: 01256 473202

Fax: 01256 313098

Head of Governance : Alex Whitfield
Tel: 01256 313094

Corporate Governance Manager: Andy
Galff

Tel: 01256 486767

Email: complaints@bnhft.nhs.uk

Debbie Robinson
Tel: 01256 486766
Email: pals@nhht.nhs.uk

Winchester & Eastleigh Healthcare
NHS Trust

Hospital/Units:

Andover War Memoirial
Community Hospital

Royal Hampshire County
Hospital

Romsey Road
Winchester

Hampshire

Margaret Park
margaret.park@wehct.nhs.uk

Margaret Park
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The Mount Hospital SO22 5DG

Royal Hampshire County Hospital Tel: 01962 863535

Chief Executive: Fax: 01962 824826
Mr Martin Wakeley




PALS , Complaint Managers and Chief Executives of NHS and PCT Trusts in Dorset

Name of Trust

Address & Phone number

PALS Manager

Complaints Manager

Chief Executive

The Royal Bournemouth

and Christchurch
Hospitals NHS Trust

Royal Bournemouth
Hospital

Castle Lane East
Bournemouth
Dorset

BH7 7DW

Tel: 01202 303626

Linda Witchell

Tel: 01202 704866
Email:
pals@rbch.nhs.uk

Simon Dursley

Tel: 01202 303626

Tony Spotswood

Dorset Health Care
NHS Trust

11 Shelley Road
Boscombe
Bournemouth
BH1 4JQ

TEL: 01202 303400

Liana Murphy

Tel: 0800 587 4997
Emaiils:

pals@dorsethctr.nhs.

uk

Tina Crosby

Tel: 01202 443160

Roger Browning

Poole Hospital NHS Trust

Longfleet Road
Poole

Dorset

BH15 2JB

Tel: 01202 665511

Amanda Colman

Tel: 01202 448499

Caurrie Stone

Tel 01202 442096

Sue Sutherland






