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How to raise a concern, make a
complaint or provide feedback

Patient Information







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.

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.

This service is confidential and will only disclose information to
those who need to know in order to thoroughly investigate your
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:

¢ QOver the telephone
e At a meeting

e A written response
e By conciliation

¢ A combination of the above.

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.

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.

Once your complaint has been investigated and a response

has been provided, if you are unsatisfied with the outcome,
please contact the Complaints team who will discuss alternative
independent investigation routes with you.



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.

To raise your concerns in the first instance:

The Patient Advice and Liaison Service (PALS)
Telephone: Chelsea 020 7808 2083 or 020 7811 8438

Sutton 020 8661 3759 or 020 8661 3951
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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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.

W gifigee # 7o SREW geeiifést widy (2faem & wrww & smr- wgarg & dam Jnee B
R AT WIg- AT A A B, W HUAT AN WIS (FHEE) HY A0S foy g e & wuad
& F1 %2 | (Hindi)

w1 Qe 2 Gur -2 (2hnz4) Aq woll 28 B, M e Al uddl a4 Qi 4,
NERoUAL 5304 AL WS 21 A AUS WA R 2R 2215 [l 530 (Guijarati)

a8 TATEICE (HfeE THRMAMB AS-93 (BFemsTad WAy oH-waam 49
O T8 WLe| I WO Tgerdl RIFS A1 WA AT, LA AAT 07
AR T 92 ACSOR FACF (IACANT IS WS BIHEd | (Bengali)

fer TAUSTS feu €53 €t fe Qusen 3| 3 »idH govst Wy I &t 3 3 faour a9 Ree
(mifgerrat) & y@ fa €7 373 T3 fer fie™ 578 Augd T9a| (Punjabi)
Ha um servigo de interpretagio por telefone disponivel neste hospital. Se inglés nao

é a sua primeira lingua é favor pedir ao nosso pessoal para contactar este servigo
para vocé. (Portuguese)

En este hospitzl, disponemos de un servicio telefénico de interpretacién. Si el ingiés
no es su lengua materna, pida a nuestro personal que contacte con este servicio
para usted. (Spanish)

In questo ospedale & disponibile un servizio di interpretariato telefonico. Silinglese
non & la Vostra prima lingua, siete pregati di rivolgervi al nostro personale che
provvedera a mettervi in contatto con il servizio. (Italian)

L’'hopital met a votre disposition un service d'interprétariat par téléphone. Si
I angllals n'est pas votre langue maternelle, veuillez 'indiquer a f'un de nos
employés et nous vous fournirons un/e interpréte. (French)
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F'dan l-isptar tista' tingeda b'sevizz ta'interpretu telefoniku. Jekk l-ingliz mhix il- ling-
wa tieghek, jekk joghbok kellem il xi membru tal-istaff ghal dan is servizz. (Maltese)

Bu hastahanede, bir telefonla geviri servisi bulunmaktadir. Eger Ingilizceniz yeterli
degilse, sizin igin bu servisle iligkiye ge¢melerini, gorevlilerden isteyiniz. (Turkish)
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Szpital oferuje mozliwosé skorzystania z telefonicznego serwisu

ttumaczeniowego. Jesli jezyk angielski nie jest Panstwa jezykiem ojczystym,
prosimy poprosi¢ personel szpitala o potaczenie z serwisem. (Polish)
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If you would like this leaflet in another language or other format,
for example large print, please ask a member of staff.

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

No conflicts of interest were declared in the production of this booklet.

Should you require information in an alternative format, please contact
The Royal Marsden Help Centre.
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