Who to contact for further help or information:
The Care Quality Commission

CQC National Customer Service Centre
Citygate
Gallowgate
Newcastle upon Tyne
NE1 4PA
Telephone: 03000616161
Web: www.cqc.org.uk
Health Service Commissioner (Ombudsman)

11th Floor, Millbank Tower

London

SW1P 4QP

Telephone: 0345 015 4033
Web:www.ombudsman.org.uk

NHS England
How to make a complaint

How to complain about family health services: GPs, dentists, pharmacists, opticians and optometrists who provide NHS services

If you would like this information in another language or large print, please telephone 0800 587 0879.
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This leaflet explains how you can raise your concerns if you feel that you have not received an appropriate service from a GP, dentist, pharmacist, optician or optometrist who provides NHS services.

If you cannot make the complaint yourself (perhaps because you are ill or there are other personal reasons) you can ask someone else to complain on your behalf. You will need to give your written consent if you are able to. Alternatively, ICAS can help you make your complaint. You can find their contact details are on the back of this leaflet.

How to complain

Please make your complaint as soon as possible after the event. All complaints must be made within six months of the incident, or within 6 months of becoming aware of a cause for complaint.  In exceptional circumstances it may be possible to extend this time limit.

The NHS complaints procedure does not apply, and cannot be used, if you are taking legal action. The NHS complaints procedure cannot offer financial compensation.

Local resolution

In the first instance you should raise your complaint with the GP, dentist, pharmacist or optician / optometrist concerned. Quite often problems can be resolved on the spot.

Every family health service practitioner (eg your GP or dentist) has an in-house complaints procedure and a named person who will make sure your complaint is looked into.

If you do not feel able to approach the practitioner or one of their staff, or are worried that if you do so you may be discriminated against please contact the Complaints Manager at NHS England, who will be able to help you.

Complaints Manager

NHS England
PO Box 16738
Redditch
B97 9PT
Tel: 
0300 311 2233 

Email: england.contactus@nhs.net
Conciliation

As part of local resolution, NHS England provides a conciliation service to help resolve complaints. This gives people who have a complaint and the people complained about an opportunity to have an independent person, a lay conciliator, involved in resolving their complaint.

Conciliators they are trained and experienced in resolving complaints.

Please contact the Complaints Manager if you would like to use this service. If you are still not happy with the response you receive, you can ask for an Independent Review of your complaint by contacting the Health Service Commissioner.

