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1. General guidance

The Health Service Ombudsman investigates
complaints about the National Health Service (NHS).
Before asking the Ombudsman to look into your
complaint, you must first take it up locally with your
local hospiral, clinic or surgery. Section 2 tells you what
to do first.

If you are not happy with the way vour complaint has
been dealt with locally, write to the Ombudsman
giving all the details. You do not need to employ a
lawyer to put your complaint ro the Ombudsman.
There is a detachable form in the middle of this leaflet
which you can use if you wish.

Section 5 tells you what kinds of complaints the
Ombudsman can investigate. There are some
complaints which the Ombudsman cannot take up
and Section 6 tells you whart they are. It is not
possible in this leaflet to deal with every possibility. If
you are not sure whether the Ombudsman can help,
you can write or telephone for advice. The address
and telephone number are at the back of this leaflet.

Section 7 explains what happens when the
Ombudsman receives your complaint.

The Ombudsman is completely independent of the
NHS and the Government. There is no charge for the
Ombudsman’s service.

This leaflet is currently available in Welsh, large print,
tape, symbol summary and in the following languages:
Arabic, Bengali, Chinese, Greek, Gujerati, Hindi, Punjabi,
Urdu, Somali, Sinhalese, Turkish and Vietnamese.












HEALTH SERVICE OMBUDSMAN COMPLAINT FORM

21. On what date did you first know of the matter(s) you
are complaining about? If it is more than one year ago,
please explain why you did not complain to the
Ombudsman sooner.

17. How have you or the patient been affected?

PAPERS TO SUPPORT YOUR COMPLAINT

22. Before the Ombudsman can consider a complaint, all
the papers need to be seen, particularly letters to and
from the body vou are complaining about. All originals X
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4. Getting help

Your local Community Health Council will be able to
help you. Otherwise you can ask for help from a Citizens
Advice Bureau or from your Member of Parliament.

Telephone numbers and addresses for your local
Community Health Council, Citizens Advice Bureau
and Member of Parliament are in the phone book,
available in your local library.

5. What can the Ombudsman
investigate?

The Ombudsman can investigate complaints about
hospitals or community health services which are about:

a. a poor SEH’ECE;

b. failure to purchase or provide a service you are
entitled to receive;

c. maladministration - that is administrative failures
such as:

¢ avoidable delay

“ ot following proper procedures

*  rudeness or discourtesy

*  not explaining decisions

*  not answering your complaint fully and promptly.

Where the matters you are complaining about
happened after 31 March 1996, the Ombudsman may
also investigate:

d. complaints about the care and treatment provided by
a doctor, nurse or other trained professional;

e. other complaints about family doctors (GPs), or about
dentists, pharmacists or opticians providing a NHS
service locally.







6. Matters that the Ombudsman
cannot imvestigate

The Ombudsman cannot look into:

a. complaints which you could take to court or an
independent tribunal - unless the Ombudsman does nort
think it reasonable for you to do so. If you are seeking
damages for what has happened, only the courts can
decide that. The Ombudsman cannot take up your
complaint at all if you have already started legal action;

b. personnel issues such as appointments of staff, pay
or discipline. The Ombudsman cannot investigate
complaints from NHS staff abour their employment.
The Ombudsman can look into complaints from staff
about the way in which a complaint about them by or
on behalf of a patient has been handled by a NHS
Authority or Trust:

¢. commercial or contractual matters, unless they relate
to services for patients provided under a NHS contracr;

d. properly made decisions a NHS authority or other
body or individual providing NHS services has a right
to make even if you do not agree with the decision;

e. services in a non-NHS hospital or nursing home,
unless they are paid for by the NHS;

f. complaints about government departments, such as
the Department of Health or the NHS Executive. Those
complaints are for the Parliamentary Ombudsman to
consider;

g. complaints about local authority departments, such
as social services. Those complaints are for the Local
Government Ombudsman to consider.
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