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Health Complaints Letter Guidebook

This is a guide to help you plan out a complaint letter. It has sections of a complaint in separate parts to help you write what you can. 
Please fill it out with the information you can provide, to either formulate your own complaint letter, or use as a template to work on with an advocate.
This guide is to help you do what you can, so if you struggle to fill in a particular section, skip it and come back to it later, or request support from an advocate to complete it.
 















Section 1- Addresses and personal information 
This is a template for the start of a letter. Please fill in relative information below:Your full address here:

……………………………

…………………………….

…………………………….

……………………………

Private & Confidential 
Name of Chief Executive or Practice Manager or Commissioner :

…………………………………

Full NHS organisation name :

………………………………………………


NHS organisation address :

………………………………………

………………………………………

………………………………………..

………………………………………
 
Date:
 
Dear ………………………… (Name of Chief Executive or Practice Manager or Commissioner)
 
Re: ……………………………………… (Name of Patient and Date of Birth) 






Section 2- Introduction
This is the introduction where you explain you are wanting to make a complaint either for yourself, or on behalf of someone else.
(Please note if you are complaining on behalf of someone else you will have to have written consent from the person, or an explanation why you can’t get that consent (i.e. they are too young, lacking capacity, are deceased)).
Below is a template for the introduction. Please fill in one of the options:I am writing to make a complaint about my NHS care or treatment at ……………………….(insert hospital/ GP surgery/ NHS service here)
 OR  
I am writing on behalf of my Sister/Mother/Friend/Son/ ………… (Other) , ………………….. (insert name) to make a complaint about their NHS Care or Treatment at………………………  (name of NHS service). 
Please see included written consent/ I am complaining on their behalf due to them …….
· Being too young
·  Lacking capacity
·  Passing away.



Section 3- Background to complaint
If there is any background to the complaint, include it here. Please keep information to the point and relevant to the complaint. Background information could include:
· Medical history
· An accident or incident 
· A diagnosis
Please include dates and names of medical professionals (if known or applicable) with this information:


Section 4- Details about complaint
Here you write the details of the complaint. Information to include:
· Dates of when it occurred (if the complaint is regarding an issue that happened over the course of a few days/ months then it is important to include this.)
· Names of doctors/ nurses/ other medical professionals. 
· What was said (if you are paraphrasing or don’t remember the actual words use then please state this within the letter)
· What happened 
Information you could include:
· How it made you feel at the time/ The direct impact it has had on you (keep this relevant to the complaint and the incidents involved) 
· Descriptions of medical professionals involved (to use if you have no recollection of the names)
· Other relevant information that directly relates to the complaint.
Below is space to write details of the complaint. It has been separated into three parts to help you put the information in the order in which it happened (chronologically). Please feel free to use this to help to think about what happened at the start, how the issue developed, and how it ended.How it started….













How it developed…….














--------------------------------------------------------------------------------------------------------------------------How it ended………

Section 5- Questions
Here you can ask questions you wish to be answered regarding the incident. Please make sure you number them so they can be answered directly. You do not have to ask any questions if you do not wish to. Examples/ topics of questions could be:
· Why was I put on this medication?
· Why did I not get the treatment/ diagnosis at an earlier date?
· Why was I provided with incorrect/ misleading information?
You could start this section with ‘I would like a full investigation to be carried out and for a response to be provided answering the following concerns: ‘


Section 6 – Outcomes
What outcomes do you want from the complaint? Keep them realistic and within the parameters of what you can expect from a complaint (an explanation, an apology or an improvement to services). I would like……

Section 7- Ending
The last part is the end of the letter where you detail how you would like to receive the complaint response, whether you would like to a meeting regarding your complaint (if possible), and the sign off. A template is provided below:
If you require any further information or need to update me on the progress of my complaint, please contact me on …………………………… (insert phone number/ email address if you wish to provide this) or at my address above.
If you feel that having a meeting would be a better way to resolve my concerns, I would be happy to do this. (include this sentence if you would be happy to attend a meeting) 
I would like you to carry out a full investigation into my complaint and provide a response in accordance with the NHS Complaints Procedure. 
I look forward to hearing from you. 
 
Yours sincerely 

 ……………………………. (Your name )


Please use what you have filled out to create a complaint letter by copying the information onto a fresh document.
If you have any questions or require support please contact us:
0113 244 0606
office@advonet.org.uk
If you have already been allocated a Health Complaint advocate, please feel free to contact them. 
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