
 
 

 
 
 
 
  

Making a complaint  
 

 
 
 
 

 
 
 

This leaflet will explain: 
 
What to do if you are not happy with a 
service you have received. 
 
It tells you about: 
 
The ways you can make a complaint 
 
What you need to tell people when 
making a complaint  
 
What to do if you are not happy with 
the response or it has not solved the 
issue for you. 
 



 
 
 
 
 
 
 

What to do if you are not happy with a service 
you have received.  
 
 

 
 

First, you need to tell the place or 
company that you are not happy 
with the service. This could be your 
Hospital, your Doctors Surgery or 
the company providing your care. 
 

 

 
 

 

You need to tell them you are 
unhappy. This is called making a 
complaint. 
 

 

 
 

Anyone can make a complaint and 
you will not be treated badly 
because of it. 
 
If you are worried about it you 
could ask someone to support you 
with it. 
 



How to make a complaint? 
 
 

 
 

There are different ways to make 
your complaint: 
 
Talk to the staff at the place or 
company you got the service 
from.  
 

 

 
 

 

Sometimes talking to a person 
may help change things quickly. 
 

 
 

 

You can ask staff how to make a 
complaint or ask someone to 
show you where the complaints 
procedure is. Sometimes they are 
on their website or in waiting 
rooms. 
 

 

 

Patient Advice and Liaison 
Services (PALS).  This a free service 
and is in all hospitals.  
 



 
 
 
 
 
 

You can talk to them about your 
complaint or you can talk to them 
if you have complained and are 
not happy. 
 

 

Make a formal complaint  
You can do this by phone, email or 
letter.  
 

 

 

Or they may have a form you can 
fill in. 
 
If you find it difficult to do this 
there may be other ways to 
complain so tell them if you find it 
hard. 
 



What do I put in the 
complaint? 
 
Now you know how to complain you need to be 
clear about what you want to complain about 
 

 
 

 

 
 

 

You need to let them know: 
 
Your name and address 
 
What happened  
 
When it happened  
 
Where it happened  
 
If you want to complain 
about a person 
 
What you want to do to make 
the problem better 
 



There is a letter you can use 
at the end of this leaflet you 
could change to make your 
complaint.  
 

 
 

 
 
 

 
 
 

 

 
 
 
 

You have up to 12 months of 
something happening or 
within 12 months of your 
realising you had something 
to complain about. 
 
You can still complain outside 
of this time. 
 
BUT it is good to make your 
complaint as soon as 
possible. 
 
This can help get your 
problem sorted out quickly 

 
 

 



What happens after I make 
my complaint? 
 
 

 
 

You should get a letter or 
someone should talk to you 
within a set time, this is 
usually three days of your 
complaint. 
Keep any letters or emails 
about your complaint.  

 
 

 
 

 
 

 
They will agree how long it 
will take with you. 
 

 

 
 

They might invite you to a 
Local Resolution Meeting/s 
(LRM). 
 



These usually happen when 
you are not happy with the 
written response.  
 

 
 
 
 
 
 

 

 
 
An LRM is a meeting where 
they can talk to you about the 
complaint. 
 
You can ask questions, you 
might be asked questions. 
 
 
 

 

 

Take information about your 
complaint – someone can 
help you with this. 
 
They might investigate the 
complaint so it is important 
to be clear about what 
happened. 
 



 
 
 
 
 
 

 

 

You can take someone with 
you to these meetings. 
 
You can take a friend, family 
or an Advocate. 
 



What if you are not happy 
with the result from your 
complaint? 
 

 
 

If you are not happy you can 
contact the Ombudsman.   

https://www.ombudsman.org.uk/ 
 

 

Ombudsman are Independent, 
Free and Confidential. 
 

 

You will need to do this within 12 
months unless it took longer 
because of the investigation. 
 

 
 

It is important to keep any letters 
or emails of your complaint. 
 

 
 

 
 

The Ombudsman will only help 
if: 
 
The other people have finished 
looking at your complaint. 
 



 
 
 

 

 

Your complaint has not been 
sorted out after 6 months.  
 
 

You can find more information 
on www.theadvocacypeople.org.uk 

 Thank you to the LD peer support groups 
Choices Voices, Chatterbox and Chatty Pals 
supported by our partner Erya.  

https://www.theadvocacypeople.org.uk/

