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	Tell Us About Your Experience (Compliments, Concerns & Complaints)

	

		
As of 1 April 2017, the way NHS complaints are handled in Scotland has changed.




This change places greater emphasis on Early Resolution of complaints, valuing the feedback we receive, accurately recording it and learning from the experience to drive improvements in care. This gives all staff, greater opportunity to demonstrate our values by listening to what patients are telling us, helping resolve their issues locally and showing a commitment to strive for continuous improvement. It is hoped that this approach will further ensure our services place patients at the very heart of the safe and effective care which we aim to provide.




The Key Changes are:




	EARLY RESOLUTION STAGE: A 5 working-day, frontline resolution stage
	20 WORKING-DAY INVESTIGATION STAGE: This will apply to complaints that have not been resolved at The Early Resolution stage or identified as complex





NHS inform – Feedback and Complaints




The NHS Lothian Complaints Handling Procedure





NHS Lothian is committed to improving the services it provides for patients and their families. As part of this commitment, we are keen to hear from you about your experience of our services. If you would like to tell us about this, please use the links below:




	I would like to give a compliment
	I would like to raise a concern
	I would like to make a complaint





We will respond to everyone who provides contact details. We cannot promise to do everything you suggest, but we will do what we can to improve your experience of our services.







The NHS Lothian Patient Experience Team is based at:




WaverleyGate
2 – 4 Waterloo Place
Edinburgh
EH1 3EG




Telephone: 0131 536 3370 (9am – 2pm)




Email: feedback@nhslothian.scot.nhs.uk




Patient Advice & Support Service (PASS)




The Patient Advice and Support Service (PASS) is an independent service which provides free, accessible and confidential advice and support to patients and their carers and families about NHS healthcare. You can access this service from any Citizens Advice Bureau in Scotland. Visit cas.org.uk or follow this link to find your local CAB. For more information on the Patient Advice and Support Service visit https://www.cas.org.uk/pass




Complaints & Feedback Annual Report 2021 – 2022




Complaints & Feedback Annual Report 2020 – 2021
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							CONTACT NHS LOTHIAN

							
								Lothian NHS Board

								Waverleygate

								2-4 Waterloo Place

								Edinburgh

								EH1 3EG
								


								Main Switchboard: 0131 242 1000
							

							YOUR RIGHTS

							
									Compliments, Concerns & Complaints
	Freedom of Information


							
					
                

				
							OUR VALUES INTO ACTION

							Around 3,000 colleagues across NHS Lothian have developed Our Values, a set of common values and ways of working
						- to the benefit of everyone working in the organisation and, most importantly - to the benefit of our patients.

						
							WORKING WITH NHS LOTHIAN

							
									NHS Lothian Careers


							

						
							MEDIA ENQUIRIES

							
									Enquiries & Contacts


							
					
                

                
							STAY CONNECTED TO NHS LOTHIAN

							  
								

								

								

								

								

							
   
				

				
							PARTNERS

							
									NHS Scotland Boards
	Scottish Government
	City of Edinburgh Council
	East Lothian Council
	Midlothian Council
	West Lothian Council
	East Lothian Health & Social Care Partnership
	Edinburgh Health & Social Care Partnership
	Midlothian Health & Social Care Partnership
	West Lothian Health & Social Care Partnership
	Police Scotland
	Scottish Fire & Rescue Service
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