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At Great Ormond Street Hospital, we try to achieve a high 
standard in our clinical care as well as in all the services 
we provide for children and families. We have a complaints 
system that you can use when you experience a problem 
with any of our services.
There are various ways you can get help, support and advice 
about any problems that occur:
•	 Talk to the doctor or nurse caring for your child
•	 Talk to the person in charge of the ward or department
•	 Visit the Pals (Patient Advice and Liaison Service) office, 

opposite the hospital shop. You can also ring them on  
020 7829 7862 or email them on pals@gosh.nhs.uk
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Making a complaint

If you would like to make a complaint, 
please fill in this form and return it to 
the Complaints Manager (address on 
form). If you would like to discuss this 
complaint, please telephone us on  
020 7813 8402. You can also email  
us at complaints@gosh.nhs.uk. 

You can also contact ICAS, the 
independent complaints advocacy 
service, for advice and support.  
ICAS is a free and confidential 
service that has been set up to guide 
patients and families through the NHS 
complaints process. You can ring them 
on 0845 120 3784.

What happens  
to your complaint?

The complaints team will send you 
a letter within three working days 
to confirm that we have received 
your complaint. We will assess your 
complaint and can discuss with you 
how it will be handled and a response 
time. 

The Chief Executive will send you a 
full reply to your complaint when the 
investigation is complete. This reply 
will explain what has happened and 
apologise if we have failed in any way. 
It will also tell you about the action 
we have taken to put the matter right 

and improve the services we offer 
to all our children and families. We 
see complaints as a valuable source 
of feedback, and our approach is 
to learn from problems that have 
occurred. Your child's care will not be 
affected in any way by you making a 
complaint. Copies of complaint letters 
and investigations are never filed in a 
patient's medical record. 

If your complaint needs a longer 
investigation we will write to let 
you know that our response will be 
delayed. When the investigation has 
been completed, you will receive 
a written response from the Chief 
Executive and may be invited to take 
part in a meeting.

After you have  
received our response

If you are not happy with our response 
you can contact us to let us know 
and ask for further investigation. 
You can also ask the Health Service 
Ombudsman to review your complaint. 
The Ombudsman undertakes 
independent investigations into 
complaints about the NHS and other 
public bodies in the UK. You can 
contact the Ombudsman's office on 
0345 015 4033. 



Please return this form to: Complaints Manager, Great Ormond Street Hospital for 
Children NHS Trust, Great Ormond Street, London WC1N 3JH

Your name and address:

Child’s name:

GOSH hospital number:

Date of birth:

What are your main aims 
in making this complaint?

Please tell us in your own words what happened – it would help us if you could include any 
relevant dates, places and staff details. If you run out of space, please continue on a separate sheet of paper. 

Where did this happen?

When did this happen?


