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How to make a complaint about NHS Primary Care Practitioners

If you are unhappy with the treatment or service you have received from NHS Primary Care practitioners you are entitled to make a complaint, have it considered, and receive a response from the independent practitioner concerned.  Independent practitioners are GPs, dentists, opticians and pharmacists. The NHS complaints procedure described in this leaflet applies to the NHS in England. 

Local Resolution

The NHS complaints procedure covers complaints made by a person about any matter connected with the provision of NHS services by independent practitioners or contractors. 

Who can complain?

A complaint can be made by a patient or person affected or likely to be affected by the actions or decisions of the independent practitioner. A complaint can also be made by someone acting on behalf of the patient or person, with their consent.  

What is the time limit for making a complaint?

You should normally complain within 12 months of the event(s) concerned or within 12 months of becoming aware that you have something to complain about. Independent practitioners have discretion to waive this time limit if there are good reasons why you could not complain earlier. 
Who should I complain to?

The first stage of the NHS complaints procedure is ‘Local Resolution’. Your complaint should be made in the first instance to the independent practitioner providing the service. Local resolution aims to resolve complaints quickly and as close to the source of the complaint as possible using the most appropriate means; for example, use of conciliation.

You can raise your concerns immediately by speaking to a member of staff (e.g. dentist, optician, pharmacist, GP or practice manager). They may be able to resolve your concerns without the need to make a more formal complaint. 

However, if you do want to pursue a complaint you can do this orally or by writing (including e-mail) to the independent practitioner concerned.  If you make your complaint verbally, a written record should be made by the practice manager.   

You may also complain directly to NHS England who commission the health service you have concerns about.  They can be contacted by:

Telephone - 0300 311 22 33 (Monday to Friday 8am to 6pm, excluding English Bank Holidays) 

Post - NHS England, PO Box 16738, Redditch B97 9PT

Email - england.contactus@nhs.net.  Please write 'For the attention of the Complaints Manager' in the subject line.

Website - www.england.nhs.uk
You should be given the opportunity to discuss your concerns and say what you would like to happen as a result of your complaint.

The timescale for the response will be agreed with you and you will receive a written reply to confirm the outcome of the investigation into your complaint.

The Health Service Ombudsman

If you remain unhappy after local resolution then you may complain to the Health Service Ombudsman. The Ombudsman is completely independent of the NHS and Government. You can contact the Ombudsman at:

Millbank Tower


Telephone: 
0345 015 4033

Millbank



Email:  OHSC.Enquiries@ombudsman.gsi.gov.uk 

London SW1P 4QP


Website: 
www.ombudsman.org.uk
Where can I get further help and advice?

· Independent Complaints Advocacy (ICA) provides advice and support to people who want to complain about the NHS.  
           Telephone - 0808 801 0390 
           Post - 5th Floor, Arthur House, Chorlton Street, Manchester M1 3FH. 
           Email: boltonica@carersfederation.co.uk  

     Website: www.carersfederation.co.uk/ica 
· NHS Direct on telephone:  111 or your local Citizens Advice Bureau. 
· Healthwatch Bolton will provide patients, carers, their families and members of the Bolton community with information about their rights and choices in health and social care. They can be contacted on:                             Telephone:  01204 372842 or Email:  infro@healthwatchbolton.co.uk

· The Department of Health’s website also has information on the NHS complaints procedure at www.nhs.uk. 
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