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receiving	your	complaint	

Stage	two	–	an	internal	
review:	

	
	
	
	
	
	
Stage	three	–	the	
Parliamentary	and	Health	
Service	Ombudsman	

	

	
	

Our	complaints	procedure	is	
designed	to	ensure	that	we	resolve	
any	complaints	as	quickly	as	
possible.		It	is	based	on	three	stages	
described	below.	

Please	note	that	we	keep	strictly	to	the	rules	of	medical	confidentiality.	

• Complaints	can	be	made	by	anyone	who	is	affected	or	likely	to	be	affected	by	
our	services.	

• If	you	are	complaining	on	behalf	of	someone	else,	we	may,	for	patient	
confidentiality	reasons,	seek	their	consent	to	reply	to	you.	

We	encourage	you	to	make	your	complaint	as	soon	as	possible	or	within	12	
months	of	the	incident,	if	possible.	This	time	limit	can	be	extended	in	exceptional	
circumstances.	

	
	
To	fully	investigate	your	complaint,	information	from	your	health	records	may	
have	to	be	shared	with	clinical	and	management	staff,	however	patient	
confidentiality	will	be	respected	at	all	times.	If	you	decide	to	make	a	complaint	
this	will	not	be	recorded	in	your	medical	notes,	unless	there	is	a	good	reason	to	do	
so.		
Details	of	your	complaint	may	be	given	(anonymously)	to	the	local	commissioner	
of	health	services.	
If	the	patient	does	not	want	any	information	from	their	health	records	to	be	
disclosed,	this	might	affect	the	extent	to	which	we	can	investigate	and	respond	to	
your	compliant.	
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