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Customer services

Help us improve our services with your comments,
compliments, concerns and complaints.
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A short guide to customer services
and how we can provide you with
support and information
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Who are we?

What we can’t help with

The customer services team provides information,
advice and support for people who use Trust services,
their families, carers and the public.

We invite you to give your feedback about your
experience of using Trust services.

Feedback is important to us as it helps us to improve
the services we offer.

We are here to do everything we can to help, but there are
certain limitations. These include:

e \We act as neutral mediators. We are not advocates. However,
if you need an advocate we can provide information on how to
access services in your local area

e We don't deal directly with staffing issues, although where
appropriate, we can refer issues to the Trust's human resources
(HR) team

e \We don't deal with requests for compensation.

What does the customer services team do?

We: How we will work with you

e Offer a welcoming, friendly and supportive service to put If you want to raise an issue about services, we will:
you at ease ' '

e Answer any questions you have about the Trust or the care e Listen to and respect your views and act appropriately on your

you or someone you know has received

Handle general enquiries from, for example, members of the
public, MPs and partner organisations relating to the Trust and
its services

Provide information about services on request
Put you in touch with other local organisations

Ensure you get the help and support you need to tell us your
comments, compliments, concerns and complaints

Listen to your issue and work with you personally until
it is resolved

Help staff respond to questions and concerns about the
service they work in and identify ways to improve services

comments or concerns
Ensure you are taken seriously and treated fairly
Ensure that your views do not affect your care and treatment

Respond promptly to your letters, emails and telephone calls

Provide you with a thorough and honest response.




Who can make a comment,
compliment, concern or complaint?

We welcome all feedback about the Trust, good and bad. You
can make an official complaint about any service provided by
the Trust. A friend or relative acting on your behalf can raise an
issue or make a complaint for you, but you will need to give your
permission for information about you to be shared with them.

How long have | got to make a
complaint?

We will work with you to try and resolve any issues you might
have, but if you feel you need to make an official complaint you
should do so as soon as possible and generally within 12 months.

Will my care or treatment be affected
by making comments or a complaint?

No. Any feedback you share will not affect the care or treatment

you receive from the Trust or any other NHS organisation. We will
do our utmost to make you feel as comfortable as possible about
sharing your concerns.

Why should | offer a compliment?

Your compliments on what we have done well can also help
us to provide a high quality of service. Compliments and
expressions of thanks are very welcome and are always passed
on to the staff concerned.
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How do | contact the customer services team?

In person: We are happy to meet with you. You can contact us in one
of the ways below to arrange an appointment. If you are in hospital you
can ask a member of staff to contact us on your behalf.

By telephone: 01924 316060
0800 587 2108

By email: customerservices@swyt.nhs.uk

Customer Services
South West Yorkshire Partnership NHS Foundation Trust,
Block 10, Fieldhead, Ouchthorpe Lane, Wakefield, WF1 3SP

By post:

The Trust website also contains information about our team as well as a
host of other information, including details of local support groups and
opportunities for involvement and volunteering.

Find all this at: www.southwestyorkshire.nhs.uk

Other useful contacts

Volunteer services
Telephone: 01924 327460 Email: volunteer@swyt.nhs.uk

Safeguarding If you are concerned about the safety of a child or
adult, contact your local social services.

Complaints Advocacy Local Healthwatch, commissioned by Local
Authorities, provides complaints advocacy.

The Parliamentary and Health Service Ombudsmen
If you are unhappy with the way we handled your official complaint you
can contact the Parliamentary and Health Service Ombudsman.

Telephone: 0345 015 4033
Email: phso.enquiries@ombudsman.org.uk
Website: www.ombudsman.org.uk

By post: Parliamentary and Health Service Ombudsman

Millbank Tower, Millbank, London, SW1P 4QP



If you require a copy of this information in any other m
format or language please contact your healthcare
South West

worker at the Trust. Yorkshire Partnership

. . . . NHS Foundation Trust
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You may use this form to make a comment, compliment or complaint.
You can also give feedback via customerservices@swyt.nhs.uk

Pokud pozadujete kopii téchto informaci v jakémkoli jiném formatu nebo jazyce, Your details:
kontaktujte svého zdravotnického pracovnika z Trust. (Czech)

Name
Lladal ey sl s S by Ladld ja ja cledal ol Ol A Sl )4l Address
(Farsi) .28 o (Trust) s 5o 258 Culdlags G e 2ia IS

. . . . . Telephone number
Si vous avez besoin d'une copie de ces informations dans un autre format ou dans

une autre langue, veuillez contacter votre professionnel de santé au service national Email
des soins médicaux (NHS). (French) Date

Ja jums ir nepiecieSama $1s informacijas kopija jebkada cita formata vai valoda,

ladzu, sazinieties ar savu Trasta veselibas apripes darbinieku. (Latvian) Please provide as much information as possible:

What happened? When it happened? Where it happened?
NRGZEEUAAEMERRRES AR ES , E5ENERBRERSESTRE The name(s) of staff involved / the name(s) of staff you have spoken
THEEEKZR. (Mandarin) to about this

Jesli potrzebuje Pan(i) kopii tych informacji w innym formacie lub jezyku, prosimy o
kontakt z pracownikiem stuzby zdrowia. (Polish)

A 337 fon I e 7t 3T few fem Areandt <t foq amit & 7gd3 I 3t faqur aaa
ZInAe feg wue fg3 A9 FaHTTd! ™8 HUJS 4. (Punjabi)

Gans 1 e S 55 s Use O b IS5l (oS JB Sl (S Slaslan o) S TR
(Urdu) -0 S ~badl ) i SHs S il Sl
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please continue overleaf




Please return this form to:
Customer Services

South West Yorkshire Partnership NHS Foundation Trust
Block 10

Fieldhead

Ouchthorpe Lane

Wakefield WF1 3SP

Thank you for your feedback




