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Complaints

We aim to provide high quality services.
If our performance is not up to standard
or if you are unhappy, we need to know
so that we can learn and improve the
quality of services we provide. We will
take your complaint seriously and treat it
in confidence.

Making a complaint does not affect your
rights and will not result in the loss of
any service you have been assessed as
needing.

Consent and access to records

Anyone who uses any of our services
can complain. You can also complain on
someone else’s behalf, although you will
generally need their written consent.

Please note, that to enable us to
investigate your complaint, your personal
information (eg. relevant health or social
care records) may need to be available to
the person/s investigating your complaint.

If you have any concerns about
this, please contact our Complaints
Department staff.

What will happen next?

Your complaint will be acknowledged
within 2 working days of receipt and

it will be investigated thoroughly and
confidentially.

We aim to respond to your complaint in
full within 20 working days, to address

your concerns and let you know of any
actions taken as a result.

Some complaints take longer to resolve
than others. We will tell you if it becomes
clear that we cannot respond within the
timescales and we will explain why.

What do you do if you are not

happy with our response?

If you are not happy with our response

to your complaint, you can contact

us again. We will discuss the options
available which may help in resolving any
outstanding issues, and can explain how
you can take your complaint further.

We will do our best to resolve your
concerns.

What if you are still not happy?

If you still remain unhappy, you can refer
your complaint to the Northern Ireland
Commissioner for Complaints (the
Ombudsman).

The Ombudsman will consider your
complaint to determine whether it needs
investigation by him.

Further information on the services
provided by the Ombudsman is available
by contacting:

The Ombudsman
Freepost BEL 1478
Belfast

BT1 6BR

freephone: 0800 34 34 24

email: ombudsman@ni-ombudsman.org.uk
web: www.ni-ombudsman.org.uk
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