
Our Complaints Procedure

Raising
Concerns



Compliments, Comments 
& Complaints 
We Welcome Your Feedback

At Wakefield Hospice we are committed 
to providing the highest possible 
standard of care, support, and service to 
everyone who comes into contact with us. 

We value all feedback, whether it is a 
compliment, suggestion, comment, or 
complaint, as it helps us learn, improve, and 
ensure we continue to provide compassionate, 
high-quality care and support.

If something has not met your expectations, 
we want to hear from you so that we can 
work with you to resolve your concerns fairly, 
sensitively, and as quickly as possible.

Making a complaint will never negatively affect 
the care, support, or service you or your loved 
one receives from Wakefield Hospice.



What can feedback relate to?
Feedback may relate to any area of our work, including: 
•Patient care and clinical services 
•Family or visitor experiences 
•Fundraising activities and events
•Communications or correspondence 
•Customer service 
•Donations or retail experiences 
•Social media interactions
•Our charity shops

We also love hearing about positive experiences and sharing 
compliments with our staff and volunteers.

Your kind words help us recognise great care and support the 
wellbeing of our teams and volunteers.

Making a Complaint
You can raise a concern or complaint in whichever way feels most 
comfortable for you.

This may include: 
•Speaking to a member of staff 
•Telephone 
•Email 
•Letter 
•Feedback forms 
•Social media direct messages 
•In person 

We understand that raising concerns can sometimes feel difficult, and 
our team will always aim to listen with empathy, understanding, and 
respect.

If you need support to make your complaint, please let us know and 
we will do our best to help.

Information can also be provided in alternative formats upon request.



Our aim is always to 
resolve complaints 
openly, honestly and 
respectfully.



Informal Concerns
Many concerns can be resolved quickly through a conversation with a 
member of our team.

If possible, we will always try to address issues promptly and 
informally in the first instance.

Formal Complaints
Some concerns may require a more detailed review so that we can 
fully understand what has happened.

When this happens:
•We will acknowledge your complaint within 3 working days 
•We will investigate the matter fairly and thoroughly 
•We aim to provide a full response within 20 working days 
•If there is a delay, we will keep you updated regularly 

Our aim is always to resolve complaints openly, honestly and 
respectfully.

What happens next?
Step One:
We listen to your concerns 

Step Two:
We review and investigate what has happened 

Step Three:
We respond and explain any actions taken where appropriate 

Complaints Made on Behalf of Someone Else
If a complaint relates to another person’s care or experience, we may 
need their consent before discussing personal information, unless 
they are unable to provide consent or are deceased.

Protecting confidentiality and respecting individual wishes is 
extremely important to us.



If You Remain Unhappy
If you are dissatisfied with the outcome of your complaint, you may 
ask for the matter to be reviewed further.

Depending on the nature of the complaint, you may also be able 
to contact an external organisation for independent advice or 
support, including:
•The Parliamentary and Health Service Ombudsman (for clinical  	   
  care complaints) 
•The Fundraising Regulator 
•The Charity Commission 
•Citizens Advice
•Trading Standards 

Respect and Dignity
We are committed to treating everyone with dignity, compassion, 
and respect and ask that the same courtesy is shown to our staff and 
volunteers.

Help Us Improve
Your feedback plays an important role in helping us improve the 
services we provide to patients, families, supporters, customers, and 
our wider community.

We appreciate you taking the time to share your experience with us.

Contact Us
Wakefield Hospice, Aberford Road, Wakefield, WF1 4TS
01924 331400 
enquiries@wakefieldhospice.co.uk
www.wakefieldhospice.org

You can also contact us via our social media channels or 
speak to a member of staff in person.



We appreciate 
you taking the 
time to share your 
experience with us.
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