
How to 
Complain  

Other ways to complain or leave a 
comment : 

Highfield Health, 

38 Highfield Road University of Southampton 

Highfield, Southampton SO17 1PJ 

 

Tel: 02380010048 

Email: hiowicb-hsi.highfieldhealth@nhs.net 

 

 

www.highfieldhealth.co.uk 

If for any reason you do not want to speak to a member 
of our staff, then you can request that the primary care 
complaints team can deal with the complaint on your 
behalf.  

 
The Primary Care Complaints Team contact details are: 
  
South East Complaints Hub 
NHS Frimley ICB 
Aldershot Centre for Health 
Hospital Hill 
Aldershot 
Hampshire 
GU11 1AY 
  
Phone number: 0300 561 0290 
Email address: Frimleyicb.southeastcomplaints@nhs.net 

Advocacy support 

POhWER support centre can be contacted via 0300 456 
2370 

Advocacy People gives advocacy support on 0330 440 
9000 

Age UK on 0800 055 6112 

Local Council can give advice on local advocacy services 

Further action 

If you are dissatisfied with the outcome of your complaint 
from either NHS England or this organisation then you 
can escalate your complaint to: 

Parliamentary Health Service Ombudsman (PHSO) 

Milbank Tower 

London 

SW1P 4QP 

Tel: 0345 015 4033 

www.ombudsman.org.uk 

mailto:Frimleyicb.southeastcomplaints@nhs.net
https://www.pohwer.net/
https://www.theadvocacypeople.org.uk/
https://www.ageuk.org.uk/


Who can complain?  

Complaints Process : 

Complaints may be received in writing or 

verbally. Where a patient is unable to 

communicate a complaint by either means on 

their own then arrangements will be made to 

facilitate the giving of the complaint.  

 

Complaints can be made by patients, former pa-
tients, someone who is affected, or likely to be 
affected, by the action, omission or decision of 
individuals working at the practice, or by a repre-
sentative of a patient who is incapable of making 
the complaint themselves.  
Confidentiality 
 
Highfield Health will ensure that all complaints are 
investigated with the utmost confidentiality and 
that any documents are held separately from the 
patient’s healthcare record.  
 
Highfield Health allows a third party to make a 
complaint on behalf of a patient. The patient must 
provide consent for them to do so.  A third-party 
patient complaint form is available from reception  

How complaints can be made : 

Time limit for making a complaint : 

The time constraint on bringing a complaint is 12 

months from the occurrence giving rise to the com-

plaint, or 12 months from the time you become 

aware of the matter about which you wish to com-

plain  

 

You should expect an acknowledgement 

and the offer of a discussion about the 

handling of your complaint within 

three working days of receiving your 

complaint.  

 

The timescale to respond (maximum of 6 

months) is to be agreed with the complainant 

at that meeting . 

 

The full response will be communicated to 

the complainant which will include: 

 

• An explanation of how the complaint 

was considered;  

 

• The conclusions reached in relation to 

the complaint and any remedial action 

that will be needed;  

 

• Confirmation as to whether the practice 

is satisfied that any action has been tak-

en or will be taken.  

 

 

 


