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Do you have a comment or compliment?

We welcome any comments you may have on the service you
receive. Please use one of our comment cards, write to us or
visit our website.

Do you have a complaint?
Tell us if you are unhappy with:
» the quality of our service
» something we have done; or
» something we have not done

We want to know how we can put things right. If we have made
a mistake, we want to learn from it so we can improve our
service.

We will deal with your complaint quickly

» If you talk to us and we cannot address your concern
immediately, we will take the details and reply in writing within
20 working days

 If you write to us, we will acknowledge your letter within three
working days of receiving it. We aim to provide a full reply
within 20 working days. If this is not possible, we will keep
you up to date with our progress.

If we are responsible for making a mistake

Although we do everything we can to get things right,
occasionally we get things wrong. If this happens we will:
e explain what has gone wrong

e apologise for our mistake

e take action to put things right

How to make a complaint

Stage one

Please

 fillin a comment card and leave in the box or return by post
using the freepost envelope or

o gspeak to a member of staff or

» contact us by phone, email or via our website
01473 727776
enquiries@stelizabethhospice.org.uk
www.stelizabethhospice.org.uk

or

e write to us
Jane Petit
Chief Executive
St Elizabeth Hospice
565 Foxhall Road
lpswich
IP3 8LX

Stage two

If you are not satisfied with our response to your complaint, we will
offer you a meeting with the chief executive at a time and place
convenient to you.

Stage three
If you do not wish to take up the offer of a meeting, you may take your
complaint to the Parliamentary and Health Service Ombudsman.
The Ombudsman’s aim and vision is to provide an independent, high
quality complaint handling service that rights individual wrongs, drive
improvements in public services and informs public policy.
Ombudsman contact details:
Tel: 03450154033
Fax: 0300 061 4000
Email: phso.enquiries@ombudsman.org.uk
Website: www.ombudsman.org.uk
Post: The Parlimentary and Health Service Ombudsman
Millbank Tower
Millbank
London
SW1P 4QP



