
Receiving a response from 
my complaint 
 
 

 
 

Once your complaint has 
been looked into 
(investigated) you will be sent 
a letter. 
 

 
 

The letter will tell you what 
the investigation found and 
what they will do.  
  

 The letter may include things 
like: 
 
An apology 
 
Actions or steps to be put in 
place so it doesn’t happen 
again  
 
Who will be in charge to 
make it happen. 
 



 

The letter will tell you what to 
do if you are still unhappy 
with what has happened. 
 

 This will tell you to write a 
letter with your complaint 
number (called a reference 
number). 
 
In the letter you can tell them 
what you are not happy with 
or do not understand. 
 
 

 

 
 

They might invite you to a 
Local Resolution Meeting/s 
(LRM). 
 
These usually happen when 
you are not happy with the 
written response.  
 



 

 

An LRM is a meeting where 
they can talk to you about the 
complaint. 
 
You can ask questions, you 
might be asked questions. 

 

 

Take information about your 
complaint – someone can 
help you with this. 
 
They might investigate the 
complaint so it is important 
to be clear about what 
happened. 
 

 

 

You can take someone with 
you to these meetings. 
 
You can take a friend, family 
or an Advocate. 
 



 
 
 
 
 

 
 
 
 

 
 
 
 

 
 
 

If you are still not happy you 
can go to other people. 
 
This could be the 
Parliamentary and Health 
Service Ombudsman (PHSO) 
or Care Quality Commission 
(CQC).  
 
This will depend on what 
service you are complaining 
about. This will be explained 
in the letter. 

  
 
 

Thank you to the LD peer support groups 
Choices Voices, Chatterbox and Chatty Pals 
supported by our partner Erya.  


