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make a complaint or  
provide feedback

Information for patients and visitors





Introduction
The Royal Marsden NHS Foundation Trust aims to provide high 
quality services to all patients and visitors and is committed 
to constantly improving. We want to ensure that you receive 
the best care we can provide. However, there may be occasions 
when you feel we could have done better and, when that 
happens, we want to know so that we can try and put things 
right. It is important for us to hear your views on the services 
you have received so please come and speak to us.

How do I raise a concern or make a complaint?
If you are unhappy about any aspect of your care, we would 
like to know as soon as possible. Raising a concern or making 
a complaint will not adversely affect your future care. You 
can speak, in confidence, to a member of staff on the ward, or 
in clinic/the department. If you prefer not to talk to someone 
directly involved in your care, you can speak to staff from our 
Patient Advice and Liaison Service (PALS) either in person 
in the Help Centre on our Chelsea and Sutton sites or via 
telephone/email. 

Concerns can often be resolved very quickly and if you 
telephone/email the PALS office, we will discuss the best  
way to try and resolve the matter for you. 

If a relative or friend is expressing a concern or making a 
complaint on your behalf, we will need your consent before  
we can discuss information about you with them.

Confidentiality
This service is confidential and will only disclose information  
to those who need to know in order to thoroughly investigate 
your concern or complaint. 
 
 

1



2

What will you do to resolve my concern  
or complaint?
Once we have received your concern or complaint, we will 
discuss with you the best way to try and deal with this.  
This could be:

• Over the telephone

• At a meeting

• A written response

• By conciliation

• A combination of the above.

What will happen then?
We will do everything we can to help resolve your concern or 
complaint as soon as possible. Whichever way is chosen to 
deal with your concern or complaint, the emphasis will be to 
do so efficiently. It will be dealt with either by PALS staff, the 
Complaints team or a senior manager in the Trust, who will 
confirm the name and contact number of the person who is 
dealing with the matter for you. You will also be informed  
how long you should expect to wait for a response.



What if I’m not happy with the way my concern or 
complaint has been handled?
In the first instance, please let us know. We will listen to  
you and aim to put things right wherever possible. 

If you have raised a concern and you remain dissatisfied,  
you have the option to raise or escalate this to a complaint. 

If you are unsatisfied with the outcome of your complaint, and 
you are an NHS patient, you can ask the Parliamentary and 
Health Service Ombudsman (PHSO) to review how the Trust 
managed and responded to your complaint. The PHSO is 
independent of the NHS and there is no charge for this service. 
They may investigate your complaint; however, they will expect 
the Trust to have already completed an investigation. 

If you remain dissatisfied about your concern or complaint 
and you are a private care patient, please refer back to 
the Complaints team to discuss alternative independent 
investigation routes, as the PHSO only reviews complaints 
arising from NHS care.

How do I provide feedback?
We are also heartened to hear when we have done well. Please 
let the Complaints team know your positive feedback or any 
comments/suggestions that you think would help us to improve 
the quality of our services. Rest assured that your comments 
will be passed on to the relevant staff.  
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Useful contacts
To raise your concerns in the first instance:

The Patient Advice and Liaison Service (PALS)
Telephone: 020 8661 3759 (Sutton)
  020 8661 3951
  020 7808 2083 (Chelsea)
  020 7811 8438
Email:  patientcentre@rmh.nhs.uk

Write to:
The PALS Advisor
The Royal Marsden Help Centre
The Royal Marsden NHS Foundation Trust
Fulham Road
London SW3 6JJ

To escalate your concerns to the Complaints team, or if you 
remain unhappy with the outcome of your complaint:

The Complaints team
Telephone: 020 7811 8480
  020 7811 8186
Email:  complaints@rmh.nhs.uk
  rmh-tr.complaints@nhs.net

Write to:
The Complaints Manager 
The Royal Marsden NHS Foundation Trust
Fulham Road
London SW3 6JJ
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Language help
A telephone interpreting service is available in this hospital.  
If English is not your first language, please ask staff to contact 
this service for you. 
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This booklet is evidence based wherever the appropriate evidence is available.

Details of the references used in writing this booklet are available on  
request from:

The Royal Marsden Help Centre
Telephone: Chelsea 020 7811 8438 / 020 7808 2083
 Sutton 020 8661 3759 / 3951
Email: patientcentre@rmh.nhs.uk
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Should you require information in an alternative format, please contact  
The Royal Marsden Help Centre.

If you would like this leaflet in another language or other format, 
for example large print, please ask a member of staff.
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Notes and questions
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