
Telling us you’re happy, 
unhappy or worried



Please let us know if you 
are happy or unhappy 
with your care.

To tell us something, 
write to:

Dr Michael Holland
Chief Executive
The Tavistock and Portman 
NHS Foundation Trust 
120 Belsize Lane
London, NW3 5BA

Or talk to PALS 
(Patient Advice and Liaison 
Service). PALS are on 
the ground floor at the 
Tavistock Clinic.

020 8938 2523

pals@tavi-port.nhs.uk

Telling us how you feel



If you are worried or 
unhappy about your 
treatment, you can let 
us know.

First talk to your 
therapist. They might 
be able to help you 
with your worries.

If you still are worried or 
unhappy, talk to PALS

020 8938 2523
 

pals@tavi-port.nhs.uk

Telling us you are worried or unhappy



Making a serious complaint

If you are still unhappy you can 
make a serious complaint. 

You can complain by phone, 
email or writing a letter.

You can write to:
Complaints Manager
The Tavistock and Portman NHS 
Foundation Trust
120 Belsize Lane
London, NW3 5BA

You can email:
complaints@tavi-port.nhs.uk

You can call:
0208 938 2406

You must tell us your serious 
complaint within 6 months of 
starting to feel unhappy.



If you’d like help

If you would like help talking 
about your worries, you 
can talk to NHS Complaints 
Advocacy, VoiceAbility

You can write to:
Mount Pleasant House, 
Huntingdon Road
Cambridge, CB3 0RN

You can call:
0300 330 5454

You can email:
nhscomplaints@voiceability.org

You can look at their website
www.nhscomplaintsadvocacy.org

You can also talk to:
Pohwer 
(If you have learning difficulties) 
0845 120 3748

Rethink Mental Illness
020 3317 7197 or
0300 5000 927



What happens next?

We will send you an email or 
letter saying that we heard 
your worry 3 days after 
you tell us.

We will write you a reply 
within 1 month.

We might ask you to come in 
for a meeting to talk to us. 

You can bring a friend or 
family member.



Can you still see your therapist?

Yes. You can still see your 
therapist. 

Telling us you are worried or 
unhappy will not change how 
you are treated.

The PALS team are hear to 
listen to you if you are worried 
or unhappy. 

PALS are here to help you.



If you still feel worried or unhappy

If you are still unhappy 
you talk to the PHSO 
(Parliamentary and Health 
Service Ombudsman).

PHSO do not work for the 
NHS. They can talk to us about 
your complaint. They can tell 
us if we need to do something 
different.

You must talk to PHSO within 
12 months of getting the reply 
to your complaint we sent you

x

You can write to PHSO:
Parliamentary and Health Service 
Ombudsman
Millbank Tower, Millbank
London SW1P 4QP

You can call:
0345 015 4033
 
You can email:
phso.enquiries@ombudsman.org.uk



If you have a question 
about this leaflet you can 
talk to us.

You can write to:
Complaints Manager
The Tavistock and Portman 
NHS Foundation Trust
120 Belsize Lane
London, NW3 5BA

You can call:
0208 938 2406

You can email:
complaints@tavi-port.nhs.uk

Tell us about this leaflet


