
 
The Patient Experience  

Team  

 

Compliments  

Comments  

Concerns  

Complaints  

 
At Medway Hospital we work 

hard to deliver the highest    
standard of care and are      

constantly seeking ways to   
improve our service.   

If you have a Compliment, 

Comment, Concern or         

Complaint then we are  

here to help.  
 

 When it happened 

 Where it happened  

 

If you want to complain on behalf of the 

patient then we will need the patients 

written consent before we can reply with 

medical details in order to comply with 

the Data Protection Act 1998.     
 

If other organisations have been involved 

in your care, we will also need to contact 

them as part of the investigation.  We will 

need your consent to do this.  
 

What happens next?  

Your complaint will be logged and this 

will be confirmed by a member of the 

complaints team.  A relevant member of 

staff will then contact you to discuss your 

complaint within 5 working days.  
 

We aim to complete our investigation 

within 30 workings days.  However, in 

some circumstances it can take longer 

and we will  of course keep you updated. 
 

Getting Independent Help when 
making a complaint.   
 

If you would like independent              
advocacy help in making your          
complaint you can contact SEAP 
(Support, Empower, Advocate,          
Promote).  They represent patients 
when making complaints about their 
NHS care and treatment.   
 

 

 

This is a free service and SEAP can be 
contacted on: 
 

Telephone -  0300 3435715 
Email -           info@seap.org.uk or                  
       medway@seap.org.uk 
Address -    Seap Advocacy       
    Po Box 375  
      Hastings  
      TN34 9HU  
 

The Trust aims to provide a very high 

standard of care and treatment to all      

patients, but on the occasion when we  

do not get it right for you or your family 

we very much appreciate you bringing 

these matters to our  attention.  As a  

result of your  feedback we can  

ultimately help to change and improve 

our services for the future.  
 

If English is not your first language and 
you would like the assistance of an           

interpreter, please advise a member of the 
team and they will be able to assist you.    

 

 

 

Medway Maritime Hospital will become a smoke  

free site from October 2016. Smoking will be    

completely prohibited in all Trust buildings, grounds 

and car parks. This will ensure that the hospital is  

a better place to work and a better place for our  

patients to be treated. 
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Talking it through… 
 
If you have any comments, concerns or 
complaints about the treatment or care 
you are receiving then it is best to address 
this straight away.  
 
If you are staying in hospital or you are 
visiting a family member or friend, then we 
suggest you speak to the Ward Manager 
or Nurse in Charge.   
 
They are there to listen and agree with 
you, the actions that will be taken to         
resolve any issues you have, and to keep 
you updated on the progress as required.    
 
If you find that they have not been able to  
satisfy your concerns then you can also 
ask to speak to the Matron. 
 
If you are here as an outpatient then 
please ask a member of staff at reception 
about discussing any concerns you may 
have with a senior member of staff.  
 
If you do not feel satisfied with the above 
actions and you wish to speak to someone 
outside the ward / department then please 
speak to a member of our Patient Advice 
and Liaison Service (PALS Team) 
 
 
 
 

 
 

PALS Team - Patient Advice and Liaison      
Service  
 
They can:-  
 

 Advise and support patients, their 
families and carers.  

 Listen to your compliments,           
comments, concerns and complaints.  

 Help to resolve issues you have about 
our services.   

 Liaise with nurses and other staff on 
your behalf. 

 Advise on how to make a formal        
complaint.      

 
As a patient, relative or carer sometimes 
you may need to turn to someone for help, 
advice and support.  We provide a           
confidential service, guiding you through 
the different services available from  
the NHS.  
 
By listening to your comments we can 
change the way that things are done and 
improve the service for our patients.   
 
You can contact PALS - Monday to Friday 
9.00am to 5.00pm by:-  
 
Telephone - 01634 825004 
Email - pals@medway.nhs.uk 
 
There is an answerphone service that      
operates during busy times and out of 
hours, please do leave a message.     
 
 
 

 
 

Complaints 
(making a formal Complaint)  
 
If you remain dissatisfied and you would 
like to make a formal complaint our         
Complaints Team can:  
 

 Advise who to contact to discuss your     
concerns. 

 Advise how best to deal with your              
concerns, whether formally or on an        
informal basis.  

 Offer advice and information about 
the NHS complaints procedure.  

 

You can contact the complaints department 
by either:  
 
Telephone - 01634 833750  
Email -        met-tr.complaints@nhs.net  
Write -         Complaints Department  
          Medway NHS Foundation    
          Trust             
          Windmill Road 
          Gillingham 
          Kent  
          ME7 5NY  
 

Our lines are open Monday to Friday, 
9.00am to 5.00pm again, there is an        
answerphone service which operates       
during busy times.       

 
What information do I need? 
 

When making your complaint, it would help 
us if you could include the following details:  
 

 Patient’s name and address.  
 Patient’s date of birth  
 What happened 
    
   


