
 

Litigation 
If you inform Medvivo of your intention to take legal 
action, then the complaints procedure will be closed 
and you will be informed in writing. 

Additional help 
Should you need any assistance in presenting or 
progressing your  complaint, please contact your local 
independent advocacy services, or the local Patient 
Advice and Liaison Service (PALS) about your 
treatment or care on the details below: 

Resolving your complaint 

Medvivo is committed to resolving your complaint 

and if you remain dissatisfied with the written 

response, we will reinvestigate or clarify the issues 

you have raised.  You may also find a meeting with the  

appropriate staff helpful. 

You will then receive a final response from Medvivo.  

If you remain dissatisfied, you can refer your 

complaint to the Parliamentary Health Service  

Ombudsman (PHSO).  The final response letter will 

include details of how to complain to the 

Ombudsman. 

We welcome your 
views; they help us 
continue to develop 

and improve 
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Advocacy Services 
seAp Wiltshire: 
 Tel: 0300 343 5733   
 Wiltshire@seap.org.uk 
 Text: 80800 Keyword: SEAP 

Healthwatch Swindon:  
 Swindon Advice and Support Centre 
 Sanford House, Sanford Street 
 Swindon SN1 1QH 
 Tel: 01793 497777 
 info@healthwatchswindon.org.uk 

Bath & North East Somerset:  
 Tel: 0300 343 5700 
 BathNES@seap.org.uk 

PALS 
Wiltshire:  Tel: 0300 123 2103 
  WCCG.complaintsandpals@nhs.net 

Swindon: Tel: 0300 200 8844 
  feedback.swindonccg@nhs.net 

Bath & North East Somerset: 
  Tel: 0300 013 4762 
  BSCCG.Feedback@nhs.net 
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If you need this leaflet in a different format please 
telephone the Quality Team on 0800 6444 200.  



 

How do I make my complaint? 
There  are  several  ways  in  which  we  can  be  

contacted.  In the first instance we would always  

encourage you to discuss it with a member of staff.  

Staff will be as helpful as possible and will try to take 

immediate action to address your concern. 

If you do not wish to raise your complaint with the 

staff involved in your care, then you can complain in 

the following ways: 

Use of e-mail 

Due to confidentiality, Medvivo cannot always 

respond to external e-mails received. Complaints 

made by e-mail will be acknowledged by letter. 

It would be helpful if you could let us know about a 

problem as soon as possible and provide us with as 

much information as you can. 
 

What happens next? 

All complaints will be acknowledged within three 

working days. 

The complaint will then be passed to a senior 

member of the management team for investigation.  

The investigating manager may contact you so that 

your concerns can be discussed more fully if 

required. 

The Investigating Manager will answer your letter as 

soon as possible and within the national target of 25 

working days.  

If there is likely to be a delay, we will keep you 

informed of our progress. 

Why we value your comments: 

Medvivo takes great pride in the quality of services 

we deliver.  However, we recognise that we are not 

perfect  and  that  occasionally  things  do  not  go 

according to plan.  

We value your comments and would like to hear 

from you when things go wrong - and right!  Your 

comments give us an opportunity to review how we 

do things and to look at what we can do to make 

improvements. 

Medvivo takes complaints  
seriously and recognises 

that they provide valuable  
opportunities to learn, 

and to improve the 
service provided. 

Written complaint 

Address your complaint to: 

Medical Director* 
Medvivo Group Ltd 
Fox Talbot House 
Bellinger Close 
Greenways Business Park 
Chippenham  
Wiltshire SN15 1BN 

It is important that both the 
complainant and those complained 

against receive a prompt and  
full response. 

What is a complaint? 

A complaint can be defined as any expression of 

dissatisfaction that requires a response.  

We will ensure that any person making a complaint 

will not be discriminated against, in either how we 

deal with the complaint, or how we care for you in 

the future. 

Verbal complaint 

A verbal complaint can be made to the Complaints 

Manager on: 0800 6444 200 
 

*Since April 2009, all organisations providing NHS  funded care  

have  had  to  review  their arrangements for the handling and 

consideration of complaints.  Part of this process has involved the 

identification of a ‘Responsible Person’ who must ensure 

compliance with the arrangements.  For Medvivo, this is the 

Medical Director.   


