
 



 



 

https://www.cqc.org.uk/news/releases/new-research-cqc-shows-people-regret-not-raising-concerns-about-their-care-those-who
https://www.healthwatch.co.uk/report/2014-10-14/suffering-silence
https://www.cqc.org.uk/news/releases/new-research-cqc-shows-people-regret-not-raising-concerns-about-their-care-those-who


People need to feel confident that their voice will be heard. 

An 83-year-old woman called to share her concerns about the care she had received at 

her local hospital. She told us that she was not helped to wash for five days and that her 

discharge from hospital was significantly delayed because no one was available to escort 

her to a simple pre-discharge check. 

The caller said: “Everyone was too busy. Nobody had the time to co -ordinate my care. I 

don't want to complain formally - just to tell someone, so this does not happen to 

anyone else”. 



• 

• 

• 

• 

• 

http://www.legislation.gov.uk/uksi/2009/309/contents/made
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https://www.mtw.nhs.uk/patients-visitors/talk-to-us/making-a-complaint/complaints-stories/
https://www.mtw.nhs.uk/wp-content/uploads/2018/11/Complaints-annual-report-2018-19-final.pdf
http://www.legislation.gov.uk/uksi/2009/309/contents/made
http://www.legislation.gov.uk/uksi/2009/309/contents/made


• 

• 

• 

• 



• 

• 

• 

• 

24
16%

77
52%

22
15%

26
17%

TRANSPARENCY OF COMPLAINTS REPORTING

0 1 2 3



• 

• 

• 

93
62%

19
13%

20
14%

17
11%

QUALITY OF LEARNING FROM COMPLAINTS 
EVIDENCED

0 1 2 3



Jane tells us how she felt more people would speak up if they believed their 

complaint would be taken seriously. 

When waiting in A&E with her mother, Jane witnessed an elderly man being discharged 

around midnight, who subsequently continued to wander in and out of reception, looking 

vulnerable and confused. After watching him walk into the middle of the road, Jane and 

another bystander decided to pay for him to get a taxi after being concerned for his 

safety. She felt the hospital had a responsibility to offer him support – and they didn’t. 

Despite feeling that a patient had been treated poorly, she worried it was “not her 

business” to make a complaint which might affect hospital staff negatively.  

https://www.healthwatch.co.uk/news/2014-12-05/those-who-witness-poor-care-being-denied-right-complain-nhs


Reflecting on her experience, Jane said: “I'm ashamed I didn't make a fuss then and 

there. I didn’t contact PALS because I didn’t trust that they would take my complaint 

seriously. 

“In my experience, most people who complain are trying to stop something similar 

happening to others. The opposite seems to be assumed, so if you have concerns and try 

to raise them, you'll be asked whether it's a close relative you’re concerned about, and if 

it isn’t, you can't complain.  

“We need a complaints system which ensures individual cases contribute to addressing 

systemic issues. Healthwatch does some of this work, but it should be embedded at 

every level.” 



Positive examples of trusts emphasising a welcoming approach to 

complaints: 

 Blackpool Teaching Hospitals stated in their patient experience report: “Whilst 

reduction of complaints is not necessarily an indicator of improvement, the 

severity of complaints received has lessened in the last 12 months”.  

 Northern Devon Healthcare Trust also stated in their annual report: “The 

combined complaints and PALS activity is a positive reflection on how patients 

and service users feel able to provide feedback on their experiences, which the 

Trust welcomes and encourages.” 

 Taunton and Somerset NHS Foundation Trust emphasised openness to 

complaints in their annual report: “The Trust takes concerns and complaints 

seriously. They are an important opportunity for the Trust to learn and 

improve. Concerns and complaints can surface, and the quality of the 

investigation, response and actions allow improvements in the safety and 

quality of care delivery. We strive to create an open culture where complaints 

are welcomed and learnt from.” 

 Wrightington, Wigan and Leigh NHS Foundation Trust states in its annual 

report: “We welcome complaints to learn and reflect on how we work and to 

make the appropriate improvements. Whilst we provide an apology to our 

complainants, the following outlines actions taken, and lessons learned from a 

sample of complaints received.”  

 

 In its annual report, Calderdale and Huddersfield NHS Foundation Trust provides 

examples of learning from complaints which state the specific complaint made, 

the hospital’s findings about why the mistake was made and a detailed 

explanation of what changes have been made and the improvements they will 

make as a result. 

 

When describing learning from complaints, it goes beyond generalities. For 

example, instead of stating that, for instance, “communications to patients were 

revised and improved”, it is specific about the improvement by saying “the  

standard letter template will be revised to inform patients that only one escort 

https://www.bfwh.nhs.uk/wp-content/uploads/2019/06/Patient-Experience-Annual-report-2018-19.pdf
https://www.northdevonhealth.nhs.uk/wp-content/uploads/2018/09/Annual-report-2017-18-final-web.pdf
https://www.tsft.nhs.uk/media/586974/TSFT-Annual-Report-Accounts-and-Quality-Account-2017-18-Final_Signed.pdf
https://www.wwl.nhs.uk/Library/Trust_Board/Annual_Report/wwl_annual_report_and_accounts_2018_19.pdf
https://www.wwl.nhs.uk/Library/Trust_Board/Annual_Report/wwl_annual_report_and_accounts_2018_19.pdf
https://www.cht.nhs.uk/fileadmin/site_setup/contentUploads/Publications/CHFT_qualityreport_17_18.pdf


can stay in the room with the patient during the procedure and signs erected in 

the room informing patients of the one escort policy”.  

 In a section of its complaints report dealing with complaints made about staff 

behaviour, University College London Hospitals NHS Foundation Trust includes a 

section setting out factors which contributed to people making a complaint, e.g. 

“staff not introducing themselves or wearing a visible ID badge”, “lack of rooms 

for private discussion in some areas”. This type of analysis goes beyond the 

individual complaints made and identifies actions that can be taken proactively to 

avoid complaints being made in the future. 

 Moorfields Eye Hospital NHS Foundation Trust has a patient-facing page on its 

website which sets out issues people have commonly complained about, and 

directs people to a ‘you said, we did’ page for each issue which sets out changes 

made recently and the trust’s overall approach to improvement. Although these 

pages are an example of good practice, they need to be updated regularly – 

Moorfields has not updated them since 2017. 

 

https://www.uclh.nhs.uk/aboutus/wwd/Annual%20reviews%20plans%20and%20reports%20archive/Annual%20Complaints%20Report%202017-2018.pdf
https://www.moorfields.nhs.uk/content/what-can-we-learn-pals-concerns-and-complaints
https://www.moorfields.nhs.uk/content/what-can-we-learn-pals-concerns-and-complaints


 

 

https://healthwatcheastsussex.co.uk/esht/


 

 

 

 

 

 

 

 

 

https://resolution.nhs.uk/wp-content/uploads/2019/07/NHS-Resolution-Being-Fair-Report-2.pdf
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