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A copy of your complaint and response, unless the complaint is marked as a
healthcare complaint, will automatically be shared with the Independent Monitoring
Board (IMB) to allow them to monitor the way in which the complaint was handled. If

you do not wish the IMB to see a copy of your complaint or response please tick
this box:

The submission of a complaint will not affect consideration of your
immigration status and will not prevent you from being removed from the
United Kingdom, unless it is a complaint of a serious assault and involves a
police investigation.

The submission of a complaint will have no influence as to whether or not you
will be transferred to another immigration removal centre.

Details of your complaint and what you would like to see done about it:
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24.If your complaint is about healthcare delivered in a detention facility in
Scotland or Northern Ireland, details of how to escalate your complaint will
be provided with your response.

Other types of complaints
National Health Services (England, Scotland and Northern Ireland)

25.If your complaint is about external medical treatment that you received in a
National Health Service facility (England, Scotland and Northern Ireland) and
not in detention (for example a hospital) you should contact the Health Care
Provider where you attended. If you place such a complaint in the yellow
Home Office Immigration Enforcement complaints box this will be forwarded
on your behalf to the relevant external health care provider. If the external
medical treatment you are complaining about was received in Scotland or
Narthern Ireland different Ombudsmen are responsible for escalating your
complaint to if you are not satisfied with the response. You should be made
aware of these in the response to your complaint and are Scottish Public
Services Ombudsman and the Northern Ireland Public Services Ombudsman.

The Police

26.If your complaint is regarding the conduct of police officers you should
contact the police force responsible for the geographical location of where the
incident took place. The Independent Police Complaints Commission website
gives details of how to make a complaint. Selecting the appropriate police
force will take you directly to the complaints section of the force’s website
https://www.ipcc.qov.uk/complaints

Other parts of the Home Office

27.Please note that if your complaint is for another business area of the Home
Office we will ensure that your complaint is forwarded to the relevant
department to investigate.

Complaints from children
28.We will investigate all complaints submitted by children as seriously as we

would a complaint submitted by an adult. Alternative complaint forms are
available for children in all facilities where children may be held.
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A copy of your complaint and response, unless the complaint is marked as a

_ healthcare complaint, will automatically be shared with the Independent Monitoring
Board (IMB) to allow them to monitor the way in which the complaint was handled. If
you do not wish the IMB to see a copy of your complaint or response please tick
this box:

The submission of a complaint will not affect consideration of your
immigration status and will not prevent you from being removed from the
United Kingdom, unless it is a complaint of a serious assault and involves a
police investigation.

The submission of a complaint will have no influence as to whether or not you
will be transferred to another immigration removal centre.

Details of your complaint and what you would like to see done about it:
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g.S

Health Services (UK Limited)
Ref no: BHHC/17/17
05/07/17

i D2953 |

Brook House IR
Perimeter Road South
West Sussex

RH6 0PQ

Dear{ D2953 _
I am writing in response to your letter of complaint from NHS England regarding
Your concerns over your treatment from healthcare in Brook house

Firstly, | do want to apologies if you were unhappy with the treatment you received.

Let me reassure you that that we ensure that the utmost care is given to our detainees.

| have now completed my investigation into your complaint and | am pleased to offer the
following response.

However before | do so, may | take this opportunity to say how we aim to provide the
highest standard of care to detainees. Complaints are always treated seriously and
used as an opportunity to learn and improve services.

The investigation into your complaint was conducted by myself, Chrissie Williams,
Clinical Lead. It involved me talking to those staff involved and reviewing your case
records.

In your letter of complaint you stated you had not had your medication for 9 days having
checked your medical notes | see you did not receive some of your medication for 7
days | apologies for this but unfortunately we had to request your medical records from
your GP to be able see what medication you were on in the community as you were
unable able to tell us the name of the medication.

Once we received the medical records our doctor did prescribe you your

| note you are taking this medication if you feel these are nat helping you then | advised
to you to attend healthcare so we can assess you and request the doctor to see you if
this is required.

| also note you are refusing to engage with the mental health team it is advisable you do
s0 as they would be able to help you in your mental health issues.
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g.S

Health Services (UK Limited)

I you are not satisfied with our response, you have the right to take your complaint to
the Health Service Ombudsman. The Ombudsman is independent of government and
the NHS. You can contact their helpline on 0345 015 4033, email
phso.enquiries@ombudsman.org.uk , fax 0300 061 4000 or via post Millbank Tower,
Millbank, London, SW1P 4QP. Further information about the ombudsman is available at
www.ombudsman.org.uk .

Yours sincerely
Chrissie Williams
Clinical Lead
Gatwick IRC'S
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