##### Pharmacy Letterhead #####

April 19, 2009
Complainant's name
Complainant's address
Complainant's address
Complainant's address
Complainant's address
Dear Complainant's name
Re. Complaint about pharmacy service

Thank you for bringing to our attention the problem you experienced, in your letter of ##Insert date## /verbal complaint.  I am sorry that you are not happy with our service.

I would be pleased to discuss with you the manner in which we will handle your complaint and to agree a response period within which we will conclude our investigations and contact you.  If you would like to discuss these points with me, at a time convenient to you, then please call me on the above telephone number or write to me at the above address so that we can arrange a convenient time for that discussion.

I can if you like, correspond with you by electronic communications – for example by email.  If you would like me to do so, please let me know by contacting me on the above email address.  If at any time you wish my response to be made by letter instead of by email, you may inform me, and I will stop using email.

Please do contact me again in the meantime if I can help you.

Yours sincerely

##Name##
Complaints Manager

Important information:

We will now use our complaints procedure to investigate the points you have made. We believe this will give us the best chance of putting right whatever has gone wrong and an opportunity to improve our service.

You may also seek advice from the local Patient Advice and Liaison Service (PALS). PALS are not part of the complaints procedure itself but they might be able to resolve your concerns informally or they can tell you more about the complaints procedure. 

[Insert contact details for PALS – obtainable from your PCT]
The Independent Complaints Advocacy Service (ICAS) can also give you advice and support in making a complaint about the NHS.

[Insert contact details for ICAS – obtainable from your PCT/DH website]
If you are dissatisfied with the result of our investigation you can complain to the Health Service Ombudsman by:

visiting www.ombudsman.org.uk
calling the complaints helpline 0345 015 4033 (Mon–Fri 8:30am–5:30pm)

emailing phso.enquiries@ombudsman.org.uk
faxing: 0300 061 4000

writing to:
The Parliamentary and Health Service Ombudsman

Millbank Tower

Millbank 

London SW1P 4QP

