
Herefordshire Council and NHS Herefordshire

Making experiences count
Compliments, comments or complaints
We are committed to providing high quality services. To do this we need to know what you
think about your experience. Your comments and compliments as well as your complaints will
help us in making decisions about the services we provide and how we can improve them.

Whatever your views, we would like to hear from you!

Where can I get more information or independent help?

For detailed information about the compliments, comments and
complaints policy and procedure for NHS Herefordshire and
Herefordshire Council, or to find out where your nearest
customer service centre is, please visit our websites at
www.herefordshire.gov.uk or www.herefordshire.nhs.uk

If you feel you need help with making a complaint about NHS
Herefordshire or Herefordshire Council various independent
services offer free advice and support.
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If you would like help to understand this document,
or would like it in another format or language,
please call 01432 260500 or e-mail
info@herefordshire.gov.uk

For health care contact:
POhWER ICAS
County Building
St Mary’s Street
Worcester
WR1 1LT
Telephone: 0845 337 3056

For council services including
social care contact:
The Herefordshire People’s
Advocacy Network,
Advocacy House
103-104 East Street
Hereford
HR1 2LW
Telephone: 01432 263757
Email:
advocacy@herefordshire.com

For children and young people
either in or leaving the care of
the local authority, contact:
“Speak Up” Children’s Rights
and Advocacy Service for
Herefordshire, Tel 07977
257773 or 07800 959530

Other services can also offer
advocacy, help and
independent advice including:
MIND - 01432 271643
Herefordshire Lifestyles
01432 277968
Citizens Advice Bureaux
0844 826 9685
Patient Advice and Liaison
Service 01432 383 535
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The information you provide will be used by Herefordshire Council and NHS Herefordshire (as Joint Data Controllers) to administer and
investigate your complaint and to improve the provision of services.  We will not normally share your information with other
organisations without your consent, unless we are required to by law, to protect public safety, in risk of harm, or emergency situations.
All information collected about you will be processed in accordance with the Data Protection Act 1998.  Further information can be found
on our website at www.herefordshire.gov.uk or alternatively by requesting a copy of our Complaints Handling Privacy Notice from the
Customer Insight Unit.
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We will:
3 Acknowledge your

complaint within three
working days. 

3 Agree a date with you to
provide you with a detailed
response.

3 Investigate your complaint.
3 Ensure agreed outcomes are

achieved.

Important
Making a complaint about
health or social care services
will not adversely affect your
current or future treatment.
For some services there are
special procedures that fall
outside the complaints process.
If you want to know more
about these services visit our
websites or contact us. If you
send us a complaint that needs
to follow a special procedure
we will contact you to let you
know.

If you are still unhappy
If you want to take your
complaint further, we will
advise you on how to contact
the appropriate Ombudsman.
More information about the
Ombudsman service is available
from many of our council and
NHS facilities or on request.

You can also contact the
Ombudsman at:

The health service:

The Parliamentary and Health
Ombudsman, Millbank Tower,
Millbank, London SW1P 4QP

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

All council services including
adult and children’s social care:

Local Government Ombudsman
The Oaks, 2 Westwood Way,
Westwood Business Park,
Coventry CV4 8JB

Telephone: 024 7682 0000
Website: www.lgo.org.uk

You can contact the
Ombudsman service at any
point. However, it is their usual
practice not to deal with a
complaint themselves until the
local complaints procedure has
been completed.

How can we help?
The customer insight unit is
here to help solve problems
and pass on compliments and
comments to improve the
services we provide.
Contact us if you would like to:
3 Give us a compliment
3 Make a comment
3 Make a complaint

How to contact us
Please contact us by using any
of the following methods:
n In writing by using the

attached form or writing to
us at: Freepost RSGE-JSET-
RKSE, Customer Insight Unit,
The Hereford Centre, Garrick
House, Widemarsh Street
HR4 9EU.

n Email feedback@
herefordshire.gov.uk

n Telephone 01432 260 535

n Call in to one of our
customer service centres in
Hereford, or any of the
market towns

What is a compliment?
An expression of satisfaction
about how well we deliver
services or how helpful an
employee has been.

What is a comment?
An opinion on how we could
improve on the delivery of our
services.

What is a complaint?
An expression of dissatisfaction
about the standard of service,
action, or lack of action by us,
our staff or contractors.

Compliments
If you have received a
particularly good service from
NHS Herefordshire or
Herefordshire Council, please
let us know. We will use all
compliments to promote good
practice throughout our
services.

Complaints
All staff work hard to get
things right, but sometimes
things do go wrong. If you are
not happy with the level of
service received from NHS
Herefordshire or Herefordshire
Council, please let us know. By
doing this you will help us
improve our services. Fr
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