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You can contact your
Patient Experience Team by:

Telephone: 
Our Freephone service is available Monday
to Friday. If the line is busy, please leave a
message and we will call you back as soon
as possible

Freephone: 0800 783 5774
Fax: 01325 743 232
 
Write to:
Patient Experience Team
Appleton House
Lanchester Road Hospital Site
Durham
DH1 5XZ

Email:cdda-tr.patientexperiencecddft@nhs.net

We can also offer a face to face meeting if
you feel that this is more appropriate.

North East NHS Independent  
Complaints Advocacy (ICA) is an 
independent organisation able to provide 
support and advice to anyone who wishes to 
make a complaint about their NHS treatment. 

ICA can be contacted by telephoning:
0808 802 3000

We’re here to help



Our Commitment to you Complaints
A complaint can be made by a patient, or 
by someone acting on their behalf, with 
their consent.

Complaints should normally be made 
within 12 months of the event, or of you 
becoming aware that you have something 
to complain about.

The first stage of the NHS complaints 
procedure is ‘local resolution’.

If you wish to make a complaint.

Please write to:
Patient Experience Team, at the address on 
the back of this leaflet. Your complaint will 
be treated in strict confidence and we will:

•  Acknowledge your letter in writing 
within three working days

•  Agree a timescale and action plan to 
investigate your concerns

•  Thoroughly investigate any concerns  
you raise

•  Give you a detailed response within the 
timescales agreed with you

•  Keep you informed if the investigation 
takes longer than expected

•  Take action to put things right where 
possible.

   

 

County Durham and Darlington NHS 
Foundation Trust is committed to providing 
high quality services, but we are always looking 
to improve and are aware that sometimes we 
do not always get things right. We welcome 
patient feedback such as compliments, 
comments, concerns, and complaints as these 
can be used to help us improve our services. 

If you wish to share your positive views with us, 
please contact us via our email or postal 
address. Positive feedback is greatly appreciated 
and will be shared with staff in service areas.

If you are unhappy with the care or treatment 
you or someone else is receiving, please tell a 
member of staff straight away as this will allow 
staff to discuss your issue and resolve this 
locally if possible. Don’t wait until the treatment 
is over. Raising a concern will not affect your 
future care or treatment in anyway.

If you do not wish to raise the issue with the 
staff, you can contact the Patient Experience 
Team to discuss your concerns or raise the issue 
as a complaint. We would encourage you to let 
us know as soon as possible if you are 
experiencing problems as we can work together 
to put things right.

Informal concerns
• We will support patients, carers and relatives  
 when raising a concern about services we  
 provide.

•  We will work in partnership with the   
 professionals involved to aid a quick   
 resolution.

If you are not satisfied with the Trusts’ 
response, you should contact the  Patient 
Experience Team by telephone or in writing 
in the first instance to discuss the options 
for pursuing your complaint.

We will be happy to discuss your outstand-
ing concerns with you and if you wish, a 
meeting could be arranged with the service 
manager to try to resolve your complaint.

If you are still dissatisfied, you can refer 
your complaint to the Health Service 
Ombudsman to review your outstanding 
issues.

Contact details as follows:

The Parliamentary and Health Service

Ombudsman

Millbank Tower

Millbank

London

SW10 4QP

Telephone helpline:

0345 015 4033

Email: 

phso.enquiries@ombudsman.org.uk


