
How to make a formal complaint  
about medical treatment
If you are not happy with the medical treatment 
that has been provided to you or a member of your 
family, you are legally entitled to have your concerns 
investigated and to receive a full response from the 
healthcare provider.

Before commencing a medical negligence claim, we 
would advise that you make a formal complaint to 
your healthcare provider under the NHS Complaints 
Procedure. This covers all NHS Trusts and bodies, health 
services provided for the NHS such as GPs, dentists, 
opticians and pharmacists, as well as private health care 
bodies if the NHS has paid for the treatment.

By making a formal complaint you can obtain answers to 
any questions which you have regarding your treatment 
and be provided with an explanation of the events 
surrounding your complaint.

A complaint should be made no later than 12 months after 
the event(s) in question or from the date that you became 
aware of an issue. There are exceptions to this time limit 
which may be considered by the NHS but generally 12 
months is thought to be an acceptable time period within 
which to raise your issues.

A formal complaint can be made verbally, in writing or 
electronically. We would advise your complaint is made 
in writing and be addressed to the Chief Executive or 
Complaints Manager of the body involved.

Your letter of complaint should include
• Your full name and address
• The name and address of your healthcare provider
• Details of the treatment you received with the dates of 

the treatment in chronological order
• Details of why you feel that the treatment you received 

was below the reasonable standard which you expect
• A list of any specific questions which you would like your 

healthcare provider to answer
• Confirmation that you would like your concerns to be 

dealt with by way of a formal complaint

To makes things as simple as possible, we have attached an 
example letter of complaint for your reference.

What to expect from your healthcare provider
Once your healthcare provider has received your 
complaint, they must acknowledge your complaint 
no later than three working days after receipt. The 
acknowledgement will confirm how the complaint will be 
investigated and advise you of an estimate time period 
within which you can expect to receive a response. You may 
be invited to attend a meeting to discuss your complaint. 
It is entirely your choice as to whether you wish to attend 
this meeting and it will not have any detrimental effect on 
a claim going forward either way. It is important however, 

that you ensure that notes are taken of the meeting so that 
it is recorded for our review. Once the investigation is 
complete, you should receive a formal written response.

Please bear in mind that as their investigation will involve 
reviewing medical records and consulting the relevant 
healthcare professionals involved, this can take some time 
- possibly longer than initially specified. In this situation, it 
is a good idea to keep in regular contact with them so that 
you can be updated on the progress of the investigation. 
Remember, you are entitled to regular updates so feel free 
to ask for these as and when you need to.

What to do when you receive your response
When you have received the response to your complaint, 
please contact us to discuss your thoughts on the same. 
We will arrange to obtain a copy of your documents and 
carry out a full review of your potential claim with a view to 
advising you further on how to take the matter forward.

If you are not satisfied with the response received, 
you are entitled to seek an Independent Review by the 
Parliamentary and Health Service Ombudsman. Again, this 
must be done within 12 months of the event(s) in question 
but if that is not possible, you may ask the Ombudsman to 
consider your request if you have a good reason for the 
delay.

If you have any questions about making a complaint, we are 
just a phone call away and more than happy to provide any 
advice and support you may need. Please call us on 0800 
321 3322.

Alternatively, there are other sources of help which you 
may utilise: -

• Local NHS Complaints Advocacy service – see https://
www.gov.uk/findyourlocalcouncil for information about 
how this service is provided in your area

• Patient Advice and Liaison Service (PALS) – this is a 
service provided by individual hospitals to facilitate 
the resolution of less serious complaints informally, 
for example, regarding ongoing hospital treatment or 
discharge arrangements, etc

• Clinical Commissioning Group (CCG) Patient Liaison 
teams – see http://www.nhs.uk/Service-Search/Clinical-
Commissioning -Group/LocationSearch/1 for the 
relevant CCG in your area

• Local Healthwatch – see http://www.healthwatch.co.uk/
find-local-healthwatch 

• The Care Quality Commission (CQC) – Although they 
do not have powers to investigate complaints, they do 
invite feedback from the public about GPs and hospitals 
and can use that information when looking at individual 
services. This could therefore improve the services 
offered


