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Step One:
This section explains what to expect from the NHS complaints
procedure
What to expect when making a complaint:
 Every NHS organisation has their own complaints
procedure
 have your complaint acknowledged and properly
looked into
 be sure that your care and treatment will not be
affected as a result of making a complaint
 be treated fairly, politely and with respect
 expect appropriate action to be taken following your
complaint
 If there is a delay in the NHS organisation responding
to your complaint, you should be informed of this and
given a timeframe.
 The response should set out the findings of the
investigation and what actions have been taken as a
result of the complaint
What outcomes you might achieve:
 An explanation of what has happened and an outline of
the investigation that has taken place
 An apology where appropriate
 Changes to be made, if appropriate, so that the same
thing will not happen to anyone else
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*Please note that the NHS Health Complaints Service can
only support you if your complaint is about NHS funded
care

What you cannot achieve when making a complaint:
 Financial compensation for clinical negligence
 Financial Compensation is usually possible through legal
action and you will need to consult a solicitor who
specialises in medical or clinical negligence
 It is best to contact a solicitor as soon as possible as
there are time limits for making a legal claim
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Step Two:
Deciding how you would like to raise your concerns
There are different ways to raise your concerns. It may help
to think about what you feel comfortable with.
Feedback
Many issues can be resolved by giving
feedback directly to the provider

Issue
not
resolved

Issue Resolved

Making a complaint
If you would like to make a
complaint you can either go
directly to the organisation that
provided your care or the ‘Care
Commissioning Group’ (CCG) that
commissioned that particular
service.

Yes. No further action
Issue Resolved

Issue Not Resolved

Speak to a member of staff directly
Yes, No further action
Many complaints are caused by
misunderstandings or miscommunication
You can refer your
complaint to the
and can be put right once you explain the
‘Parliamentary and Health
problem. If you feel able to, you can speak
Service Ombudsman’ for
further investigation
to a member of staff who is directly involved
in your treatment, or to their manager in
order to explain what you are unhappy about. This is often
the quickest way to put things right and stop them from
getting worse.
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Speak to the Patient Advice and Liaison Service (PALS)
https://www.bfwh.nhs.uk/patients-and-visitors/patientexperience/patients-relations-team/
Make a complaint using the NHS Complaints Procedure
If your complaint cannot be resolved by speaking with a staff
member or accessing PALS, a formal complaint will need to
be submitted to the relevant NHS Organisation. A formal
complaint should be made within twelve months of an
incident taking place or of the matter coming to your
attention. The complaint can be made verbally or in writing.
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Step Three:
How do I complain?
o
o
o
o

In person
On the telephone
By email
In a letter

NHS organisations tend to prefer having complaints in writing
but if you would rather telephone or make the complaint in
person, the complaints manager should make a written
record of your complaint.
The issues raised should be written down and you should
receive a copy.
Complaints about hospital or ambulance service
If your complaint is regarding a complaint about the
northwest ambulance service, they have a separate
procedure for complaints. Their website states: “Your
concerns will be recorded and a member of staff will be in
contact with you, if you were unhappy with your experience
with us in anyway please do let us know so that we can
continue to improve our service”.
Please see their website here for more information and the
option to complete an online complaints form.
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You can complain to the Care Commissioning Groups (CCG)
CCGs commission health services in your local area. If you
have a problem with your local NHS services and the CCG
have commissioned them, you can raise problems with them
instead of complaining directly to the provider.
If you raise the problem with the CCG directly, they may
decide:




to deal with the complaint themselves, following the
NHS complaints procedure, or
it’s more appropriate for the provider to deal with the
complaint.

In either case, the CCG will need your consent to discuss the
complaint with the other organisation.
If you choose to make a complaint directly to the provider
and you are unhappy with the outcome, you can’t then raise
the same issue with the CCG. You must go directly to the
Parliamentary and Health Service Ombudsman and ask for an
independent review. However if you do raise a concern with
the provider and they fail to deal with it properly, for
example, if there are unreasonable delays, you can report
this to the CCG.
More information on CCGs involvement in the Health
Complaints process can be found here.
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Step Four:
Post Investigation
If you are unhappy with the outcome of your investigation,
most NHS organisations will offer a local resolution meeting
to discuss your complaint and any concerns that you have
following the investigations. Your letter of response will
outline how you can request a resolution meeting.
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Step Five:
The Parliamentary and Health Service Ombudsman
(PHSO)
If your complaint cannot be resolved during Local Resolution,
you have the right to appeal to the Parliamentary and Health
Service Ombudsman and ask them to look at your case. The
Ombudsman is independent of the NHS and of the
Government.
* Please note the Ombudsman will not normally consider your
case unless you have already tried to resolve the problem
using Local Resolution.
The Ombudsman’s service will look at every complaint but
does not (and is not required to) investigate all the
complaints that are referred. You should submit a complaint
no later than one year from the date of the event you are
complaining about (or from when you first became aware of
the matter). In exceptional circumstances, the Ombudsman
may extend this time limit. An example of this may be if the
Local Resolution process took longer than a year.
The Ombudsman can refer you back to Local Resolution with
the NHS organisation concerned if they think you have
applied to the Ombudsman too early, or if they feel that the
NHS organisation involved has not done all it can to resolve
your issues locally.
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The Ombudsman will not usually investigate a complaint
where:
o They decide that the NHS organisation has done
everything it reasonably could to put things right.
o You do not agree with a decision made by your NHS
provider but cannot offer any evidence as to why their
decision is wrong or unsatisfactory.
*If the Ombudsman thinks that your complaint may be valid
the Ombudsman’s office will make more enquiries
For more information on the Ombudsman’s process and
involvement, please visit their website here
*Please contact the Blackpool Advocacy Hub team on
0300 323 0251 if you require more information
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Useful Contacts
Patient Relations Team- Blackpool Teaching Hospitals
Telephone- 01253 955588/89
Email a concern or enquiry- bfwh.patientrelations@nhs.net
Email a formal complaint- bfwh.complaints@nhs.net

Blackpool Clinical Commissioning Group and
Fylde & Wyre Clinical Commissioning Group
NHS Blackpool and NHS Fylde and Wyre CCGs are based at Blackpool Stadium

(Blackpool Stadium, Seasiders Way, Blackpool, FY1 6JX)

The easiest way of contacting the CCG is by completing the online
general enquiries form and submitting it to them. The CCG will then
respond within 24hours. If you would prefer to leave a message on their
voicemail please phone 01253 951200
Citizens Advice
Email- advice@blackpoolcab.org.uk
Telephone- 0808 278 7818
Web- https://www.citizensadvice.org.uk/health/nhs-and-social-carecomplaints/
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Useful Links
‘Do’s and Don’ts of complaints procedure’
https://www.citizensadvice.org.uk/health/nhs-and-social-carecomplaints/complaining-about-the-nhs/tips-and-tools-to-help-youmake-a-complaint-about-health-services/dos-and-don-ts-of-making-acomplaint-about-a-health-service/

Complaint Letter Template
https://www.citizensadvice.org.uk/health/nhs-and-social-carecomplaints/complaining-about-the-nhs/tips-and-tools-to-help-youmake-a-complaint-about-health-services/Letter-of-complaint-aboutNHS/

Tips for writing a Letter
https://www.citizensadvice.org.uk/health/nhs-and-social-carecomplaints/complaining-about-the-nhs/tips-and-tools-to-help-youmake-a-complaint-about-health-services/tips-for-writing-a-letter-ofcomplaint-about-health-or-adult-social-care-services/

Letter of complaint on behalf of someone else
https://www.citizensadvice.org.uk/health/nhs-and-social-carecomplaints/complaining-about-the-nhs/tips-and-tools-to-help-youmake-a-complaint-about-health-services/Letter-of-complaint-aboutNHS-on-behalf-of-someone-else/

