




Dear….

Re: NHS Complaint - Complainant Name, Date of Birth

I am writing to complain about the treatment I received from 
[name(s) of staff] at [place where incident happened/treatment 
received] on [date of incident/period of treatment].

OR [if you are acting on behalf of the patient]

I am writing on behalf of [insert name of patient], and I enclose their 
written agreement to act on their behalf.

[If the patient is unable to give consent for example, if they are too 
young, ill or deceased, then you should explain this].

Describe

l what happened

l when, and

l where.

If you have a log sheet or list of events, you can attach this as a 
separate sheet and refer to this here.

Explain what, if anything, you have already done to try and  
resolve matters.

Example framework for a first letter of complaint

PRIVATE AND CONFIDENTIAL
Insert your address  
and telephone number

The Complaints Manager (name if known)
Followed by the name and address  
of their organisation
• GP
• Dental Surgery
• Hospital Trust or
• Primary Care Trust

Date



I would like the following points addressed in the response to this 
complaint.

l Put the most important matters first
l Explain why you are not satisfied
l Be clear and brief
l Number or bullet your points
l �Ask the questions you would like the answers to and list them in 

order of importance

As a result of this complaint, I would now like: 
Say what you want to achieve, for example,
l an explanation of what happened

l an apology

l action to remedy the problem you experienced, by a named 
person.

I look forward to receiving your acknowledgement of this letter. 
I would like you to carry out a full investigation into my concerns 
and provide a response in accordance with the NHS Complaints 
Procedure.

Please do not hesitate to contact me if you need further 
information.

Yours sincerely (if you have named the Complaints Lead)

OR

Yours faithfully (if you have not named the Complaints lead)

Your signature

Print your name

If you are sending copies of your letter to other parties, show  
this here

cc. Other party



Dear Jane Brown

Re: NHS Complaint - Mrs A Smith, DOB 19 May 1963

I am writing to complain about the way I have been treated by 
Dr Jones at the Old Surgery.

I was seen by Dr Jones three times, on 26th April, 31st May and 
13th December. He did not examine me or do any tests. I feel that 
he did not take my symptoms seriously and said my problem was 
due to stress and that I should take things easy.

I was feeling so unwell and found his attitude upsetting as he 
did not seem to take me seriously. I was worried so I made an 
appointment to see another doctor in the practice. I do not know his 
name but it will be in my notes. 

This doctor examined me on 8th January and arranged for tests. 
These showed that I was diabetic. I was prescribed medication and 
a special diet and I am now feeling much better. During the period 
from April 2008 to January 2009, however, I suffered with several 
infections, sleepless nights and I was very distressed.

I have tried to raise my concerns with Dr Jones but he would  
not listen.

Complaint letter, sample

1 The Avenue, 
Anytown, 
AT1 2AB
Tel: 010 232 3205

Jane Brown
The Complaints Manager
The Old Surgery
2 The Street
Anytown
AT1 2CD

Date



I would like the following points addressed in response to  
this complaint.

1.	 Is my medical condition poorer as a result of my diabetes 
not being detected and diagnosed by Dr Jones on previous 
appointments?

2.	 Why did Dr Jones not order any tests?

Along with answers to my questions, I would now like:

l Dr Jones’ attitude to patients to be reviewed

l Dr Jones to explain why he did not listen to me or examine me 

l an apology from him for the unnecessary stress and poor health I 
suffered because of his inadequate care

l to know what arrangements the practice has for reviewing the 
listening skills of the doctors.

I have had very good care from the practice in the past, in particular 
from Dr Allen until he retired. I was then moved to Dr Jones. I 
would like to regain confidence in the care provided by the practice.

I would like you to carry out a full investigation into my concerns in 
accordance with the NHS Complaints Regulations.

Yours sincerely

Mrs A Smith



The Patient Advice & Liaison Service Factsheet

What exactly is PALS?
PALS is a service that has been set up by the NHS for patients to have a voice in 
their local health services. You can contact PALS if you want:

	 l	Information and advice about local health services
	 l	To raise an issue or concern about a local health service
	 l	Information about relevant organisations outside the NHS 
		  (including ICAS)

So what does PALS do?
	 l	Helps to resolve patient issues and concerns quickly and locally
	 l	Helps patients to speak up for themselves
	 l	Provides information to help patients get the best from their  

health services
	 l	Feeds back the information given by patients to senior managers, 

which may help to improve the quality of health services

What are the differences between PALS and ICAS?

PALS

PALS staff are NHS employees

You will find PALS staff in every 
Hospital Trust and PCT

ICAS 

ICAS is an independent advocacy service, 
therefore not answerable to the NHS

ICAS has offices nationwide, in easily 
accessible locations

ICAS will support you to voice your 
concerns and complaints throughout the 
whole complaints process.

PALS and ICAS work closely together to try to resolve a complaint quickly and  
to the satisfaction of the patient. It is always your choice which service you 
prefer to use.

Both PALS and ICAS will refer you on to each other if it is more appropriate that 
you use the other service and if the patient consents to this course of action.



Obtaining Patient Records

All NHS staff have a duty of confidentiality towards all patients
and their records.

Patient records include:
l GP and hospital doctor records
l nursing records, and those made by other NHS staff
l records of your visits to the practice, clinic or hospital
l visits to you
l details of treatment, medication, tests and their results, 

diagnosis, referrals, etc.

Your rights:

Under the Data Protection Act 1998 you have a right to see and 
receive copies of records unless:

a)		 your doctor thinks that to do so would seriously harm you 		
	 or another person. Note: This refusal can apply to part of 		
	 your records and there is no obligation to inform you of such a 	
	 partial refusal. It is worth asking if any part of your records has 	
	 not been made available.

b)		 providing them would disclose information relating to another 	
	 person who has not consented to the disclosure.

	

Applying for your records:

l You have to apply to see your records, and some GP Practices 
and Trusts have a form specially designed for this that you are 
asked to complete. Most Trusts also have a specially appointed 
person, responsible for dealing with such requests.

l Records should be made available within 40 days of applying to 
see them, or 21 days if they have been added to within the last  
40 days.

l Trusts and GP Practices are allowed to charge you for seeing 
your records if they have not been added to within the last 40 
days. This charge should not be more than £10.

l Trusts and GP Practices also have to explain to you anything 
in the records that is not easy to read, or which uses technical 
language that you do not understand.

l If you want copies of the records, Trusts or GP Practices can 
charge you for the actual cost of postage and photocopying, up 
to a maximum of £50, including the £10 charge if that is made. It 
is a good idea to get copies if you need to use something in your 
records as evidence in your complaint.

l Trusts and GP Practices can refuse to provide copy records if 
providing them would involve “disproportionate” effort.

	 Note: Disproportionate effort is not defined, but the Data 
Protection Commissioner has warned against abusing this 
clause to block your access to your records.

l If you are applying to obtain someone else’s records, you must 
have the patient’s authorisation in writing. This includes parents 
applying to see a child’s records if the child is able to understand 
matters. Where a patient is unable to give permission because 
of incapacity or illness, you may need to seek legal advice and a 
court authorisation.

l In the case of a deceased patient disclosure is governed by the 
Access to Health Records Act 1990 and records can only be 
obtained by a Personal Representative of the deceased (the 
executor or administrator of their estate) or by someone who 
may have a claim arising out of the death, unless the deceased 
specifically requested in the records that they did not want that 
person to have access to their records after their death.

If you think your records are inaccurate, you can ask for them to 
be corrected. If the Trust or doctor disagrees with the changes you 
want to make, ask for a note recording your disagreement to be 
attached to the records. 

Any complaint about this can be made to the Data Protection
Information Commissioner (see Useful Addresses).



The Independent Complaints Advocacy Service (ICAS) in the 
South East and South West is provided by SEAP 

Registered company number 3963421   
Registered charity number 1080679

South of England Advocacy Projects, 42 Robertson Street, 
Hastings, East Sussex TN34 1HL

www.seap.org.uk

Useful  
Addresses

Action against Medical Accidents 
(AvMA)

44 High Street
Croydon
Surrey
CR0 1YB

Tel: 0845 123 2352
Web: www.avma.org.uk

An independent charity that provides free and 
confidential advice to people injured during 
the course of medical treatment.

The Law Society of  
England & Wales

Tel: 0845 603 9795 or 020 7241 1222
www.lawsociety.co.uk

Professional body for the legal profession that 
can help you find a solicitor specialising in 
medical negligence claims.

Local Involvement Network
LINks

Helpdesk: 024 761 50705
E: info@links.nhs.uk

your VOICE your RIGHTS your CHOICE
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Commissioner

Wycliffe House
Water Lane
Wilmslow
Cheshire
SK9 5AF

Tel Helpline: 01625 545 745 or 0845 630 6060
www.dataprotection.gov.uk

Regulates and upholds Data Protection Act, and
deals with issues of privacy, accuracy, etc.

General Optical Council

41 Harley Street
London
W1G 8DJ

Tel:  020 7580 3898
Fax: 020 7436 3525
E: goc@optical.org

General Dental Council

37 Wimpole Street
London
W1G 8DQ

Tel:  020 7009 2701
E: Complaints@gdc-uk.org

General Medical Council

Regent’s Place
350 Euston Road
London
NW1 3JN

Tel Helpline: 0845 357 0022
Switchboard: 0845 357 8001

Protect, promote and maintain the health and
safety of the public by ensuring proper standards in
the practice of medicine.

The Parliamentary & Health Service
Ombudsman

Millbank Tower
Millbank
London
SW1P 4QP

Tel: 0345 015 4033
www.ombudsman.org.uk

COMMUNITY LEGAL
SERVICES DIRECT

Tel: 0845 345 4345
www.communitylegaladvice.org.uk

For information on public funding of
legal action and local specialist
solicitors.

National Patient Safety Agency

4 – 8 Maple Street
London
W1T 5HD

Tel: 020 7927 9500
www.npsa.nhs.uk

Seeks to learn from patient safety incidents to
improve services.

Care Quality Commission

CQC National Correspondence
PO Box 1258
Newcastle Upon Tyne
NE99 5AU

Tel: 03000 616 161
E: enquiries@cqc.org.uk

Optical Consumer  
Complaints Service

PO Box 219 
Petersfield
GU32 9BY

Tel: 0844 800 5071
www.opticalcomplaints.co.uk



Treliske 
Truro 
TR1 3LJ 
Tel: 01872 252793 9-4:30 Monday to 
Friday 
Email: pals.service@rcht.cornwall.nhs.uk 

 
 
 
 
 
 
 
 



 
WHERE TO ADDRESS COMPLAINTS TO: 

Devon & Plymouth 

Complaint about Where to write 
Devon Primary Care Trusts 

 
 

Provider Complaints  
 

Aimee Skerratt  
Complaints and Client Services Manager 
Unit 1 
Exeter International Office Park 
Clyst, Honiton 
EX5 2HL 
Tel: 01392 207819 
Email: complaints.devonpct@nhs.net  

Devon PCT 
 

Commissioning Complaints  
(GP’s Dentists) 

 

Mandy Harris  
Senior Manager 
Julie Cartwright  
Complaints and Client Services Manager 
County Hall, Topsham Road, Exeter,  
EX12 4QB 
Tel: 01392 267663 
complaints.devonpct@nhs.net 

Royal Devon & Exeter NHS 
Foundation Trust 

Robert Pecover,  
Barrack Road, Exeter, EX2 5DW 
01392 403915 
Email: 
complaints.department@rdeftnhs.uk  

Northern Devon Healthcare 
NHS Trust 

Nicola Mitchell 
Customer Relations Manager 
Northern Devon Healthcare NHS Trust 
North Devon District Hospital 
Raleigh Park 
Barnstaple 
EX3I 4JB 
Tel: 01271 322334 
nicola.mitchell@ndevon.swest.nhs.uk  

South Devon Healthcare NHS 
Foundation Trust 

Fin Heath 
Patient Experience Lead  
South Devon Healthcare NHS 
Foundation Trust 
Room 7 Hengrave House 
Lawes Bridge Road 
Torquay 
TQ2 7AA 
Te1 01803 655711 
Email: fin.heath@nhs.net  

mailto:complaints.devonpct@nhs.net
mailto:complaints.devonpct@nhs.net
mailto:complaints.department@rdeftnhs.uk
mailto:nicola.mitchell@ndevon.swest.nhs.uk
mailto:fin.heath@nhs.net


Torbay Care Trust Sally North 
Complaints Manager 
Torbay Care Trust 
Bay House 
Riviera Park 
Nicholson Road 
Torquay 
TQ2 7TD 
Tel: 01803 210538 
torbaycaretrust.complaints@nhs.net   

Plymouth Hospital Trust Mary Anderson 
Complaints Manager 
Plymouth Hospital NHS Trust 
Derriford Hospital 
Derriford Road 
Plymouth 
PL6 8DH 
Tel: 01752 792648 
Email: 
mary.anderson@phnt.swest.nhs.uk  

Plymouth Primary Care Trust 
& 

Mental Healthcare 

Dawn Walbridge 
Complaints & Litigation Manager 
Plymouth PCT 
Nuffield Clinic 
Plymouth 
PL4 8NQ 
Tel: 01752 314167 
dawn.walbridge@pcs-tr.swest.nhs.uk  

Mental Healthcare 
& 

Learning Disability 

Gill Montgomery  Complaints Manager 
Kathy Evans Complaints Admin 
Devon Partnership NHS Trust 
Wonford House Hospital 
Dryden Road 
Exeter 
EX2 5AF 
Tel: 01392 208655 
Kathy.evans@DevonPtnrs.nhs.uk  

South Western Ambulance Service NHS 
Trust 

Nick Spence Local Resolution Manager 
South West Ambulance Trust 
Headquarters, Sowton Industrial Estate, 
Abbey Court, Eagle Way, Exeter, EX2 
7HY  
01392 261678 
nick.spence@swast.nhs.uk 

Devon Doctors Ann Bond Governance Manager 
Devon Doctors 
Unit 10 Manaton Court 
Matford Business Park 
Exeter 
EX2 8PF 

mailto:torbaycaretrust.complaints@nhs.net
mailto:mary.anderson@phnt.swest.nhs.uk
mailto:dawn.walbridge@pcs-tr.swest.nhs.uk
mailto:Kathy.evans@DevonPtnrs.nhs.uk
mailto:nick.spence@swast.nhs.uk


 

Tel: 08456 710270 
ann.bond@devondoctors.nhs.uk  

G.P.s 
Includes practice nurses and 

receptionists 

To the senior partner or practice manager 
of your practice 

NHS Dentists 
Opticians 

Pharmacists 

To the senior partner or practice manager 
of your practice 

Private Dentists Citizen’s Advice Bureau (see telephone 
directory 
for your local CAB), 
A solicitor 
Or 
The General Dental Council 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:ann.bond@devondoctors.nhs.uk


PALS can be contacted at: 
Devon & Plymouth 

 
Devon Partnership NHS Trust Jan Smith  

PALS Acting Manager 
Devon Partnership NHS Trust 
Headquarters 
Wonford House Hospital 
Dryden Road 
Exeter 
EX2 5AF 
Tel: 0800 0730 741 
Email: pals@devonptrnrs.nhs.uk  

Devon PCT 
Exeter, East Devon Locality 

Jenny Bowers 
PALS Manager 
St Edmunds Court, Okehampton Street 
Exeter 
EX4 1DU 
Tel: 0845 111 0080 
Email: pals.devonpct@nhs.net  

Devon PCT Mid Devon Locality Alison Holder 
Senior Patient Advice and Liaison 
Service Manager 
Devon Primary Care Trust 
St Edmunds Court, Okehampton 
Exeter 
EX4 1DU 
Tel: 0845 111 0080 
Email: pals.devonpct@nhs.net  

Devon PCT 
Northern Devon Locality 

Catherine Williams 
PALS Co-ordinator 
The information Centre level 2 
North Devon District Hospital 
Raleigh Park 
Barnstaple 
EX3I 4JB 
Tel: 01271 314090 
Email: pals@ndevon.swest.nhs.uk   

Royal Devon & Exeter Foundation Trust Sue Griffin 
PALS Lead 
Royal Devon & Exeter Foundation NHS 
Trust 
Barrack Road 
Exeter 
EX2 50W 
Tel: 01392 402093 
Email: paIs@rdeft.nhs.uk  

South Devon Healthcare NHS 
Trust 

Cheryl Bloxidge 
Patient Advice and Liaison Service 
Hengrave House 

mailto:pals@devonptrnrs.nhs.uk
mailto:pals.devonpct@nhs.net
mailto:pals.devonpct@nhs.net
mailto:pals@ndevon.swest.nhs.uk
mailto:paIs@rdeft.nhs.uk


Torbay Hospital 
Torquay 
TQ2 7AA 
Tel: 0800 028 2037 
Email: pals.sdhc@nhs.net  

Devon PCT 
South Hams, West Devon & 

Teignbridge Locality’s 

Dilys Slater 
PALS Co-ordinator 
Devon Primary Care Trust 
Bridge House 
Collett Way 
Newton Abbot 
TQ12 4PH 
Tel: 01626 357035 
Email: pals.devonpct@nhs.net  

Torbay Care Trust Margaret King 
PALS Manager 
Torbay Care Trust 
Bay House 
Nicholson Road 
Torquay 
TQ2 7TD 
Tel: 0800 032 7657 8— 6pm Monday-
Friday 
Email: pals.torbaycaretrust@nhs.net  

South Western Ambulance 
Service 

Donna Bamford 
Patient Advice and Liaison Service 
Coordinator 
South Western Ambulance Service NHS 
Trust 
Trust Headquarters 
Abbey Court 
Eagle Way 
Exeter 
EX2 7HY 
Tel:01392 261585 
Email: donna.bamford@swast.nhs.uk   

Plymouth Hospital NHS Trust Sue Latham 
Patient service Manager 
Plymouth Hospital NHS Trust 
Derriford Hospital 
Derriford road 
Plymouth 
PL6 8DH 
Tel: 01752 517657 
Email: pals@phnt.swest.nhs.uk  

 
 

Primary Care Trust 

Heather Wood 
Patient Advice & Liaison Service (PALS) 
NHS Plymouth 
Nuffield Clinic 
Lipson Road 

mailto:pals.sdhc@nhs.net
mailto:pals.devonpct@nhs.net
mailto:pals.torbaycaretrust@nhs.net
mailto:donna.bamford@swast.nhs.uk
mailto:pals@phnt.swest.nhs.uk


Greenbank 
Plymouth PL4 8NQ 
01752 435204 or  
0845 155 8121.   Please ask for PALS 
pals.pct@plymouth.nhs.uk 

 

mailto:pals.pct@plymouth.nhs.uk



