how to make a complaint
about your GP practice
You can complain to your GP practice
Talk to the reception staff or to the practice manager and ask them how to make a complaint.
They will give you a copy of their complaints procedure. They may say you can:
ff talk to someone
ff write to them
ff fill in a form
Complain as soon as you can. You must complain within 12 months of the date of the event that
you’re complaining about. Ask them when you can expect to hear back from them.
It is fine to make a complaint. No one should treat you badly because of it. (But if you can,
speak to the person you are unhappy with first - it may solve the problem.) And be clear that
you are complaining. If the staff at your GP surgery think you are just giving feedback, your
complaint may not be dealt with in the same way. If in doubt, put your complaint in writing.
ff decide what you want to achieve with your complaint - this could be an apology, or
preventing the same mistake happening again
ff write down people’s names and positions – also keep copies of any letters or emails you get,
as you may need to refer to them in the future

Or you can complain to NHS England
If you don’t feel comfortable complaining to your GP practice, you can complain directly to NHS
England. They will need to contact the GP practice to investigate.
ff email england.contactus@nhs.net
ff write to NHS England, PO Box 16738, Redditch, B97 9PT
ff telephone 0300 311 22 33

But you can’t do both
If you are unhappy with the way your GP practice have dealt with your complaint, you cannot
then complain to NHS England. You must do one or the other. But you still have the right to appeal.
(see overleaf)

Support making your complaint
If you need support to make a complaint you can contact Voiceability. They can provide you with
an advocate; a person who will help you to complain. Your advocate will:
ff ensure that you understand your options
ff help you to achieve the outcome you are seeking
You can ask for an advocate to assist you at any point in your complaint. If you would like an
advocate to work with you, contact Voiceability’s NHS complaints helpline:
ff telephone 0300 330 5454
ff textphone 0786 002 2939
The website www.nhscomplaintsadvocacy.org has a wide range of information to support you to
make a complaint by yourself, including self-help information in Easy Read and large print versions.

What if you’re still not happy?
If you’re unhappy with the result of your complaint you can appeal to the Parliamentary and
Health Service Ombudsman.
The Ombudsman cannot be your first port of call. You must first complain to either the GP
practice or to NHS England. But you need to contact the Ombudsman within a year of the
incident you are complaining about. The Ombudsman can only help if:
ff the GP practice or NHS England have finished looking at your complaint
ff or your complaint has not been sorted out after 6 months
ff telephone 0345 015 4033
ff email phso.enquiries@ombudsman.org.uk
ff www.ombudsman.org.uk/make-a-complaint

Healthwatch Islington
If you are happy with the service at your GP practice, but would like to complain about another
health or social care service you use, contact Healthwatch Islington. Healthwatch Islington will
let you know who you need to contact in order to make a complaint about other services in the
borough, for example dentists, pharmacies, opticians, hospitals, mental health services, care
homes, day centres, and out of hours services.
ff telephone 020 7832 5828
ff email info@healthwatchislington.co.uk
ff www.healthwatchislington.co.uk

Healthwatch Islington, 200a Pentonville Road, London N1 9JP

@hwislington

