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Hospital Negligence 
and Complaints

The complexities of hospital treatment

It’s an unfortunate fact that human error can never be truly eliminated from any aspect of life and hospital treatment and 

care is no exception. Any form of medical treatment is not without risk. In some cases, however where mistakes are made 

resulting in injury they arise from negligence, in other words a lack of lack of all appropriate skill or care and can result 

in a compensation claim. 

Hospital treatment delay and negligence can lead to serious injury or long-term disability

In the context of hospital treatment common areas where claims may arise include circumstances where there is a: 

 ● Failure to diagnose a medical condition or disease

 ● A delay in diagnosis

 ● Communication breakdown between hospital medical staff and the patient and primary care services such as a 

GP

 ● Hospital-acquired infection e.g. MRSA

 ● Surgical errors

 ● Delays in treatment.

 ● Medication errors

How do I make a complaint?

The starting point when you suspect something has gone wrong is often a complaint. A complaint can be made by 

anyone who was affected by medical treatment at an NHS hospital.

A formal complaint can be made by the patient or someone acting on their behalf, so long as they give consent.  

The usual time limit for making a complaint is within: 

 ● Six months of the event or

 ● Six months of becoming aware that you have something to complain about.

This can be extended in any appropriate case where there is a good reason why it was not possible to lodge your 

complaint within the relevant six-month period.
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What is the procedure for a complaint? 

Each hospital will have its own Patient Advice and Liaison Service commonly known as PALS.  They can tell you more 

about the complaints procedure as can the Independent Complaints Advocacy Services (ICAS) which offers independent 

advice and support to patients who wish to pursue a complaint against the NHS should you wish to use that service. 

The complaint should be made to the hospital concerned. Generally each hospital Trust will publish on its web site the 

complaints procedure you should follow.  

Your complaint can be made in the first instance informally through PALS but if that is not possible or the response is 

unsatisfactory, you can write a letter by way of a more formal complaint to the hospital complaints manager. You should 

then receive a response from the Chief Executive of the hospital within 20 working days from your letter of complaint. 

Frequently however, this will take longer due to the time needed to investigate your claim. 

If your complaint is still not resolved and you are unhappy with the response, you can ask the Care Quality Commission 

(CQC) to investigate further and to review your case. The CQC is the independent regulator of health and social care in 

the NHS in England. Your complaint must be lodged using the CQC application form by way of formal notification. 

The CQC will conduct an initial review to see if they can help you with your case. At that stage they can decided either 

not to take any further action because they believe your complaint has already been dealt with appropriately or they 

can invite the hospital trust to take certain steps to seek to resolve your complaint. If they feel your complaint requires 

further investigation they can either refer the matter directly to the Heath Service Ombudsman to look at your case 

or investigate themselves. Where the CQC investigates once the complaint has been fully investigated, the CQC will 

produce a report of its findings making recommendations as appropriate. 

If you are unhappy with the outcome of a CQC review or investigation you can take your case directly to the independent 

Health Service Ombudsman. We can support you through the complaints process. 

Claiming compensation

Victims of medical negligence are often left suffering continued pain; they may require further medical treatment and are 

left worrying about the future for both themselves and their families. They may have suffered a loss of earnings and have 

significant care needs. They may require specialist interventions, therapies and support.

Clinical negligence compensation claims are designed to provide compensation to the victim for the physical and 

financial effects of their injuries. Damages if awarded will compensate for the injury and financial losses both past and 

future thereby meeting the costs of additional treatment, ongoing care, therapies and disability support along with any 

other financial losses. The aim being to put the victim back in the position they would have been but for the defendant’s 

negligence so far as possible. 
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Support for patients affected by hospital negligence

At Lester Aldridge, we are highly experienced in investigating hospital negligence claims and in taking forward successful 

compensation claims. We have access to a panel of medical experts who are leaders in their field.

We know how devastating a medical mistake can be. No amount of compensation can put things right but it can result in 

essential provision for the cost of care, to support both you and your loved ones and meet your immediate and ongoing 

needs. Our experienced specialist lawyers utilise their expertise to maximize any compensation award. 

If you have suffered injury, following a mistake made in a hospital setting we can assist with your claim.

If you have concerns or questions, please contact our Personal Injury lawyers. Contact us by emailing: 

online.enquiries@la-law.com or calling 0344 967 0791.


