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Are we looking 
after you?

What to do when we get it right …
What to do when things go wrong …

Advice on how to express a concern, 
offer a compliment 

or make a complaint

The Oxfordshire Primary Care Trust 
provides a wide range of health care services in the 

community – either in people’s homes or in local facilities 
such as health centres and community hospitals

Where to get help
� Your local staff.
� Your local Manager (ask staff).
� Patient Advice and Liaison Service 
(PALS) 0800 052 6088
� The PCT Complaints Line, 
01865 336786.
� ICAS (see below)
� Leaflets re Complaints from the 
National Health Service Executive 
and leaflets re the Ombudsman can 
be obtained from local staff or the 
Complaints Manager or by 
telephoning the Health Literature 
Line 0800 555 777.
Leaflets are available in a variety 
of languages.
If your concerns are about your GP 
or NHS Dental Service, please 
contact the local practice, or if you 
prefer, the Complaints Manager 
on 01865 336786.  
ICAS: The Independent Complaints 
Advisory Service
Kingfisher Exchange – 3rd Floor
Kingfisher House, Walton St
Aylesbury, HP21 7AY
Tel No:  01296 468170   Fax: 01296 468171
Email: Aylesbury.icas@seap.org.uk

We will improve!
Complaints provide us with 

valuable information that help us
improve the service. 

Complaints are regularly 
monitored and reviewed by the

PCT Board. We value your 
feedback as we strive to 
constantly improve our 
healthcare services

If the complainant is not happy
with the outcome they can apply
for a review of their complaint by

an independent panel. 
The Ombudsman will only
become involved if things 

are still not right.

A message from the Chief Executive

“Oxfordshire Primary Care Trust treats thousands of people 
every year. I realise that things can go wrong from time to time.
If you are dissatisfied with any of our services, I would ask that
you let me know. You have a right to an explanation and an 
apology. We have a duty to put things right as quickly as possible,
with the minimum of fuss, and to improve our services as a
result.” Produced by Oxfordshire Primary Care Trust

April 2007

This leaflet explains
how you can bring 

matters that concern
you to the attention of
our staff – they are all
willing to listen and

help, so please don’t be 
afraid to speak up.

List
ening

.. Acting .. Improving



Are we looking after you well?
If the answer is ‘yes’, please tell us. By knowing about your
positive views we can be sure that we are giving you the
best quality of care and service. This will encourage us to
ensure you can continue to receive a good service. If you
have suggestions about how our services could be improved
we would like to hear from you – simply tell any member of
staff or write to the Chief Executive of the Primary Care
Trust at:

What can I do if I am unhappy?
We sometimes make mistakes – but we want to put them
right. If you have a concern that you wish to feed back to
us, but don’t wish to make a complaint, please contact the
Patient Advice and Liaison Service (PALS) on 0800 052 6088.
If you wish to make a complaint please read the 
following information.
We will act
Our aim is to try to resolve things as quickly as possible so
we try to put things right at the local level there and then.
If staff can do this they will check that you are happy with
the outcome.

Patient and Public Involvement
If you want to be more involved in your local NHS and help
improve services for everyone, you can contact us for more
details about our patient and public involvement groups. 
Call 01865 336787

If you wish to make
a complaint
You can speak to or write to
any member of staff who will
take the details of your 
complaint and what you wish
us to do to put things right for
you. It is important that you
make your complaint as soon
as possible after the event.
If you would prefer to speak
to somebody more senior
either ask a member of staff
for details or telephone the
PCT complaints representative
on 01865 336786. You can ask
our staff for help in making a
complaint, or writing your 
letter, or you may wish to 
contact ICAS (see overleaf).
You can write to the Chief
Executive at the Oxfordshire
Primary Care Trust address.
You can be certain that your
treatment and future care will
not be affected in any 
detrimental way.
We use complaints to make
improvements, by reflecting
on what we can do to make
your experience better. 

What happens when
I make a written 
complaint?
� You will receive an 
acknowledgement within two
working days.
� An investigation takes place
immediately.
� We aim to have completed
the investigation within 25
working days.
� You will receive a full 
confidential response from 
the Chief Executive.
If the response does not
answer your complaint you
may take it further by: 
1) Further contact (in writing
or by phone) with the PCT
Complaints Representative on
(01865) 336786, who will
explore ways with you of
resolving the matter.
Or If you remain dissatisfied:
2) Contact the 
Healthcare Commission on
0845 601 3012 

�

FREEPOST NAT 18958, 
Complaints Investigation Team, 
Manchester M1 9XZ 
or email: complaints@
healthcarecommission.org.uk
or via the Website:
www.healthcarecommission.org.
uk/contact us/complaints.cfm

Oxfordshire Primary Care Trust
Jubilee House, 5510 John Smith Drive
Oxford Business Park South, Cowley
Oxford OX4 2LH
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Get the right treatment
Pointing you in the right direction

Self-help
& Pharmacy� Ask your local pharmacist for on-the-spot advice and treatment for

everyday health problems. Always keep medicines in a locked cabinet.

GP Surgery� If you need a prescription or are ill and need medical help, see your 
family doctor. Visitors can be temporarily registered with a local GP.  
Urgent medical care from 6.30pm to 8.00am on weekdays, 
and 24-hours at weekends and on Bank Holidays. 
Urgent dental care from 6.30pm to 10.00pm on weekdays 
and from 9.00am to 9.00pm at weekends and on Bank Holidays.

Out of hours
�0845 345 8995�
Minor Injuries

Unit (MIU) �
Open every day 

Abingdon
�01235 208730
Abingdon Hospital
OX14 1AG
10.00am to 10.30pm

Henley
�01491 637435
Townlands Hospital
RG9 2EB
9.00am to 8.00pm

Witney
�01993 209456
Witney Hospital
OX28 6JJ
10.00am to 10.30pm

First Aid Units�
Oxfordshire Primary Care Trust, January 2008www.oxfordshirepct.nhs.uk

Bicester
�01869 604024
Bicester Hospital
OX26 6DU
6.00pm to 11.00pm weekdays 
8.00am to 11.00pm weekends

Chipping Norton
�01608 648450
Chipping Norton Hospital
OX7 5AJ
8.30am to 9.00pm
Open every day

Wallingford
�01491 208513
Wallingford Hospital
OX10 9DU� Please call first

8.30am to 6.30pm weekdays

1896 OPTC:Layout 1  26/8/08  15:58  Page 1



to help you access local NHS services
Useful contact information
Is it routine?
Can you treat yourself 
or do you need help?
�Your numbers

District nurse

�
Health visitor

�
Local pharmacy

�
Local dentist

�

Is it urgent?
Do you need medical

advice?
�Your numbers

Doctor’s surgery

�
Out of hours

�
NHS Direct

�
Minor Injuries Unit

�

0845 345 8995

0845 46 47

Is it an emergency?
�999 for an ambulance
OR visit the Emergency Department for
emergencies such as loss of consciouness,
severe chest pain, serious accidents or 
loss of blood. There are Emergency
Departments at the John Radcliffe Hospital
in Oxford and the Horton General Hospital
in Banbury.

www.nhsdirect.nhs.uk

NHS Direct a 24-hour nurse-led 
confidential helpline providing 
advice and information

0845 46 47

Patient Advice 
and Liaison Service

� 0800 052 6088
� pals@oxfordshirepct.nhs.uk

Contact PALS for information in another 
language or format

PALS Social & Community
Services (access team)

Oxford Eye Hospital A&E
(eye emergencies only) 
� 01865 234800
West Wing, John Radcliffe Hospital, Oxford

� access@oxfordshire.gov.uk
� 0845 050 7666
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