Factsheet 66  November 2015

Resolving problems and making a complaint
about NHS care
About this factsheet
The factsheet explains how NHS organisations should handle complaints
about NHS services. This includes situations where your complaint covers
both NHS and social care services. It describes what to expect when they
investigate your complaint and what you can do if you remain dissatisfied with
the result of a local investigation.
This factsheet describes the situation in England. There are differences in the
rules for making a complaint in Northern Ireland, Scotland and Wales.
Readers in these nations should contact their respective national Age UK
offices for information specific to where they live – see section 12 for details.
For details of how to order other Age UK factsheets and information materials
mentioned inside go to section 12.
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1 Recent developments
 The most recent reports that look at the NHS complaints system are

‘Complaints and raising concerns’ published by the Health Select Committee
in January 2015 and ‘Every complaint matters’ - a seven point action plan to
create an effective complaints system - published by Healthwatch England in
June 2015. You can read the ‘action plan’ and find web links to both reports in
section 10.
 The Complaints Programme Board includes NHS England, Healthwatch

England, Care Quality Commission, Parliamentary and Health Service
Ombudsman, Local Government Association and Local Government
Ombudsman. It was created to propose actions that will lead to
improvements in complaint handling for patients and relatives. The Board is
due to report on the NHS complaints advocacy system during 2015.

2 Your right to complain about NHS services
Everyone has a right to expect good quality services from the NHS and for
things to be put right if they go wrong.
You have the following rights under the NHS Constitution when you wish to
make a complaint:
 to have any complaint you make about NHS services acknowledged within

three working days and to have it properly investigated
 to discuss how the complaint is to be handled, and to know how long any

investigation is likely to take and how long you can expect to wait before
you receive a reply
 to be kept informed of progress
 to know the outcome of any investigation and have an explanation of the

conclusions reached
 to have confirmation that any action required as a result of investigating

your complaint has been taken or is proposed to be taken
 to take your complaint to the independent Parliamentary and Health

Service Ombudsman (PHSO) or Local Government Ombudsman (LGO), if
you are not satisfied with the way it has been dealt with by the local NHS
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 to make a claim for judicial review if you think you have been directly

affected by an unlawful act or decision of an NHS body or local authority
 to receive compensation where you have been harmed by negligent

treatment.
Note: The NHS Constitution sets out your rights as a patient and explains
what patients, staff and the public can expect from the NHS. It also describes
the duties and responsibilities of patients and staff.
You can order a copy (ref: 2904149) from the Health and Social Care
Publications order line (see section 11). You can also download it from the
NHS Choices website:
www.nhs.uk/choiceintheNHS/Rightsandpledges/NHSConstitution/Pages/Over
view.aspx

2.1 Expressing your concerns or making a complaint
First try to resolve it informally
If you raise concerns at the time or as soon as possible after an event, it is
more likely that things can be put right quickly and satisfactorily. Taking
prompt action also prevents a situation from getting worse. You could
approach the staff concerned or the manager of the team. If it is about
hospital care, you could speak to the PALS team (see section 3.6).
Making a formal complaint
You may want to raise a formal complaint. This could be because
 you feel your concerns have not been adequately addressed by raising it

informally
 the seriousness of the issue warrants a wider investigation
 the event you wish to complain about is in the past.

Note: Before you approach anyone, it is helpful to have a clear idea of what
you want to raise concerns or complain about and be as specific as you can.
Also think about what you would like to happen if your complaint is upheld.
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3 The joint health and social care complaints
system
There is a two-stage system for raising and resolving formal complaints.
Stage one: trying to resolve a complaint by a local investigation.
Stage two: if you remain dissatisfied following a local investigation, by
taking your complaint to the relevant Ombudsman.
The same system is followed by the NHS and social services. This means if
your complaint involves both NHS and social care services, you only need to
raise your complaint with one service. See section 3.8
Note: The joint complaints system is governed by The Local Authority Social
Services and National Health Service Complaints (England) Regulations
2009. These Regulations can be found at:
www.legislation.gov.uk/uksi/2009/309/contents/made

3.1 What services and care can you complaint about?
You can raise concerns or make a complaint about NHS services provided by
 your GP or staff working at the practice or about the service provided
 community services or staff working for them such as district nurses
 NHS services provided by dentists, optometrists, pharmacists
 services or staff working for a hospital trust or a mental health trust or an

ambulance trust.
You can use the NHS complaints system if you are unhappy with treatment at
an independent hospital or treatment centre that is paid for by the NHS.
Concerns and complaints could involve issues ranging from:
 the consultation or route to diagnosis
 specific treatment or general care
 the attitude of staff, poor or inadequate communication about your care
 difficulty making appointments or late running appointments.
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3.2 Who can make a complaint?
Complaints do not have to be made by the person receiving services.
 You can complain if you are, or are likely to be, affected by the issue being

complained about.
 You can complain for a friend or relative if they agree to you acting on their

behalf. If you are making a formal complaint, you may find it useful to have
their permission in writing.
 You can make a complaint on behalf of a deceased relative or friend.
 You can complain on behalf of a relative or friend who, within the meaning of

the Mental Capacity Act 2005, ‘lacks the capacity’ to complain. If the NHS
organisation believes you are not acting in their ‘best interests’, it can refuse
to pursue your complaint but must explain in writing why it is refusing. The
Office of the Public Guardian has more information about the Mental Capacity
Act (see section 11).

3.3 Time limits for making a complaint
You should make a complaint within 12 months of an event occurring or
within 12 months of the date that you were first aware of the matter you want
to complain about. If you complain after this time, it can be investigated at
the discretion of the complaints manager. The manager needs to decide if it is
still possible to investigate your complaint fairly and effectively.

3.4 Finding out how to make a complaint
NHS staff should know who is responsible for complaint handling in their
organisation and signpost you to the right person. Organisations must
produce information about how they deal with complaints and let the public
know where to get it. It may be in a leaflet or on their website. Ask for it in
large print, audio or another language if you need it.
The Care Quality Commission produces a leaflet ‘How to complain about a
health or social care service’. See section 11.
Healthwatch England commissioned Citizens Advice to prepare a series of
guides to help people navigate the complaints system.
www.healthwatch.co.uk/complaints/guides
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3.5 Who is responsible for complaints within an organisation?
The staff member responsible for managing complaints may not necessarily
be called the complaints manager. Each organisation can choose what they
call the staff or department taking on this role.
In larger organisations, complaints handling may reside in the patient
relations / patient experience department. It may part of a wider programme
to seek and learn from patients’ positive and negative experiences.
At a GP practice, the practice manager is likely to be responsible for
managing complaints. Dental surgeries, local pharmacies and opticians
must have a staff member who is responsible for managing complaints.
In larger organisations such as Hospital Trusts, Ambulance Trusts,
Mental Health Trusts, Clinical Commissioning Groups and local
authorities there must be someone at chief executive level or its equivalent,
who takes overall responsibility for how the organisation manages
complaints. They must ensure staff follow the Regulations, foster a culture
that values patient feedback and ensure action is taken where an
investigation identifies that changes are needed.

3.6 Support to help you raise concerns or make a complaint
Hospital PALS
If your concerns or complaint relate to hospital care, you can contact the
hospital Patient Advice and Liaison Service (PALS). Ward and outpatient
staff should be able to tell you how to contact their PALS department.
Early involvement or intervention by PALS often helps resolve issues before
they escalate. If PALS staff are unable to help, they can explain the
complaints procedure and put you in touch with the complaints manager and
NHS Complaints Advocacy Service.
A GP surgery, dental surgery or another community based service will
not have a PALS working on its behalf. Staff there should tell you about the
local NHS complaints advocacy service.
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NHS Complaints Advocacy
Each local authority must arrange for an independent NHS complaints
advocacy service to support people making, or thinking of making, a
complaint about their NHS care or treatment.
An advocate can listen to your concerns and help you clarify what you want
say and get out of making a complaint. They are likely to be able to help you
to write letters, clarify any responses you receive and help you prepare for, or
go with you, to meetings.
Local Healthwatch
Your local authority also funds the local Healthwatch. One of its roles is to
provide information, advice and support about local health and social care
services. In some areas it also provides the NHS complaints advocacy
service. If not providing this service, it will know who does.
Find contact details for your local Healthwatch from the customer services
department of your local authority or Healthwatch England. See section 11.
Note: Contact your local Healthwatch or local authority customer services
department for information about the local NHS complaints advocacy service.

3.7 Worries about complaining directly to the service provider
If you feel uncomfortable about complaining to the organisation that provides
a service, you can complain to the NHS organisation that purchases (formally
known as “commissions”) that service on behalf of the public.
This means you can take your complaint to:
NHS England - if you have a complaint about:
 your GP or practice staff
 NHS services provided by a dental practice, opticians or pharmacy.

See section11 for details on how to contact NHS England.
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OR to
Your Clinical Commissioning Group (CCG) - if you have a complaint about
the NHS services delivered by:
 GP out of hours service
 ambulance Trusts
 NHS hospital Trusts
 private hospitals, treatment centres and hospices
 community services such as continence services, speech and language

therapy, mental health services or wheelchair services.
The CCG must consider whether it appropriate for them rather than the
service provider to deal with the complaint and then discuss this with you.
Sharing your concerns about local services can help the CCG when deciding
who should deliver these services in the future.
NHS England can give contact details for your CCG. You can also find your
CCG by searching on NHS Choices website. See section 11.

3.8 Complaints involving more than one organisation
If your complaint involves services provided by more than one
organisation, they have a duty to co-operate. This means the organisation
that receives your complaint must approach the other organisation so they
can agree between themselves and tell you who will:
 take the lead in handling your complaint
 be your point of contact and responsible for communicating with you
 co-ordinate the handling of the complaint and any investigations
 ensure you receive one response that addresses all issues it was agreed at

the outset should be investigated.
For example you might want to make a complaint about your hospital
discharge but part of the complaint relates to social care services provided
when you arrived home. Alternatively, your complaint may involve two NHS
organisations, such as a hospital and GP practice.
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4 Stage 1 – local resolution
You may not need to raise a formal complaint. A staff member, or PALS if
you are in hospital, may be able to respond straight away or within days of an
issue being drawn to their attention. A prompt acceptable response – such as
an apology from the person concerned, assurance that steps are being taken
to prevent something happening again, agreeing a better way to meet your
own or a relative’s needs or information from a doctor who is proving difficult
reach – could produce the outcome you want and prevent a situation
escalating.

4.1 What to expect when you make a formal complaint
If informal efforts do not address a concern, you can make a formal
complaint.
The Regulations (see section 3) say that complaints must be:
 handled efficiently
 properly investigated and
 action taken, if necessary in the light of the outcome of the complaint.

They also say that you, as complainant, must:
 be treated with respect and courtesy
 receive appropriate assistance to understand the process to be followed

OR given advice on where to get such assistance (See section 3.6)
 receive a timely and appropriate response
 be told the outcome of the investigation of your complaint.

4.2 Acknowledging and pursuing your complaint
The Regulations do not state how a complaint must be handled. The intention
is to allow organisations to be flexible and address complaints appropriately
and proportionately. However there are basic rules that must be observed.
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 You can make a complaint in person or by phone, letter or email. If you do

not send a written complaint, the person you speak to must send you a
letter or email detailing their understanding of your complaint. This allows
you to check they have understood it accurately.
 Your complaint should be acknowledged - orally or in writing within three

working days of receipt.
 The person/letter acknowledging your complaint must offer you the

opportunity to discuss your complaint, at a mutually agreed time. See
section 4.3.
 If an investigation is required, you can expect it to be completed and to

receive a response no longer than six months from the date they
received your complaint. If the organisation realises it is going to be longer
than that or longer than the timing agreed, they should tell you why the
delay is occurring and ensure you receive a response as soon as possible.

4.3 Investigating and responding to complaints
When your complaint is acknowledged, you must be offered the
opportunity to discuss it and how it might be handled. This can be a face
to face meeting with the complaints manager or a phone call where you can:
 explain your complaint in your own words
 outline what answers you are seeking and what you would like to happen if

your complaint is upheld
 hear what can realistically be achieved by investigating your complaint
 discuss options for taking it forward, agreeing who to involve and deciding

what type of investigation is most likely to deliver a satisfactory outcome
 consider if support from the local NHS independent advocacy service would

be helpful
 develop a plan of action and agree a timescale for completing the

investigation and sending a response
 agree how you would like to be kept informed of developments.
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The Regulations require an organisation to say when the investigation is
likely to be completed, keep you informed of progress and say when they
expect to be able to send their response.
Note: It is helpful from the outset, to make a note of the date and time of any
phone calls or meetings, the names of the people you speak to and what
was said. Always keep a folder containing all notes you make and
correspondence you send or receive.
If you do not want this initial discussion, the complaints manager should
tell you in writing how they will manage your complaint, the expected
timescales for completing any investigation and for sending their response.
The investigation to understand what happened and why should be
proportionate, thorough and completed as quickly as possible. One option
may be a face-to-face meeting between you and the staff concerned,
involving a mediator if necessary.
At the end of an investigation, you should receive a written response, by
email if you prefer, that includes:
 an explanation of how the complaint has been considered and the

conclusions reached in relation to all the specifics of your complaint. It
should also tell you of any remedial action, which the complaint specifies or
the organisation believes should be taken
 confirmation that the organisation is satisfied that any action that needs to

be taken as a result of the complaint has been or will be taken
 details of your right to take your complaint to the Parliamentary & Health

Service Ombudsman (PHSO) if you remain dissatisfied. See section 5.
If you are unclear or dissatisfied with any element of the response, you
should raise any concerns or questions. Further discussion may resolve the
complaint satisfactorily without needing to involve the PHSO. See section 5.

4.4 Monitoring and reporting on complaints handling
Organisations must keep a record of:
 each complaint it receives, what it was about and the outcome
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 whether they met the agreed timeframe for providing a response or had to

amend it.
Their annual report must include:
 how many complaints they received
 how many were found to be justified
 how many were referred to the Ombudsman
 a summary of the subject matter of complaints
 any significant learning arising from complaints or from the way they were

handled
 any action taken or to be taken to improve services as a direct result of

investigating complaints.

5 Stage 2 – taking a complaint to the Ombudsman
If you are not satisfied with the way your complaint has been dealt with locally
you can ask the Parliamentary and Health Service Ombudsman (PHSO) to
look into it. The local organisation should tell you how to do this within their
final written response.
The PHSO is independent of the NHS and the government and accountable
directly to Parliament. PHSO Helpline staff can explain how the
Ombudsman’s office deals with complaints and give advice on how to make
your complaint using their standard complaints form. You can download the
form from their website. If you wish, helpline staff can help you complete it.
For contact details see section 11. The Ombudsman investigates complaints
that have been investigated locally if it believes there is a case to answer.
If your complaint involves services from both the NHS and a local authority, it
will involve the PHSO and the Local Government Ombudsman. Both
Ombudsmen can work together to resolve such complaints.
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6 A complaint about the way the NHS used the
Mental Health Act
You can make a complaint if you are unhappy about the way NHS staff have
used the Mental Health Act.
You should first raise your concerns with the local service that provided your
care. If you would like some support to make your complaint, you can ask to
talk to an Independent Mental Health Advocate (IMHA). They are specialist
advocates trained to work within the framework of the Mental Health Act. You
may also like to contact Mind. See section 11.
If you are not happy with the outcome of a local investigation of your
complaint, you can ask the Care Quality Commission to investigate. They can
look into complaints relating to the following situations: detention in hospital,
care while subject to a community treatment order or when the subject of a
guardianship. You can contact them if you believe NHS staff:
 did not follow the right procedures
 did not give you the right information
 restrained or kept you away from other patients when they shouldn’t
 did not adequately plan for your discharge.

The CQC can look to see whether your complaint was handled fairly by the
local service.
You should follow the NHS complaints procedure described in sections 2 - 5,
if your complaint is about your treatment options, medication you are being
asked to take or if you believe you should be discharged.

7 Care Quality Commission
The Care Quality Commission (CQC) is the independent regulator of all
health and adult social care in England. It does not investigate individual
complaints but wants individuals to share their experiences if they are
unhappy with services they receive. They are interested to hear of good
experiences too. You can provide feedback by letter, by phone or use the
‘share your experience’ form on their website. See section 11.
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Their inspectors review every piece of feedback they receive. They decide if it
warrants any follow up or action on their part. Patient feedback is added to
information already held about each service provider. This information helps
assessors and inspectors make judgments about services and whether they
are meeting standards of quality and safety. It can also influence decisions
around the registration and inspection of services.

7.1 CQC Inspections
In response to findings of the Francis Report on failings at Mid-Staffs
Foundation Trust, the CQC has reviewed how it conducts and reports on its
inspections of NHS, social care and independent healthcare providers. New
inspection regimes, tailor-made for each type of provider, place more
emphasis on the content and trends in complaints. It will look more closely at
how service providers handle and respond to complaints.

8 Negligence by an NHS organisation or healthcare
professional
If you or a family member believes you have been harmed by an NHS
organisation or healthcare professional as a result of negligence, you are
entitled to an explanation and may be able to get compensation for your
injuries. This is a complex area and so you may wish to speak to Action
against Medical Accidents - a charity committed to patient safety and justice.
They can help you decide if your experience would fall into the category of a
medical accident and if so discuss your options. See section 11.

9 Complaints about individual health professionals
If you believe a doctor or other health professional has been guilty of
professional misconduct that could call into question their fitness to practice,
you can make a complaint to their professional regulatory body. These bodies
have procedures for investigating ‘fitness to practice’ concerns.
Instances that could give cause for concern in this context might include
seriously or persistently failing to work competently and safely, having
inappropriate relations with a patient or having breached confidentiality.
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The professional bodies for the main health professions are:
Doctors: General Medical Council
Nurses and midwives: Nursing and Midwifery Council
Dentists: General Dental Council
Opticians: General Optical Council
Pharmacists: General Pharmaceutical Council
Chiropodists/podiatrists, dietitians, occupational therapists,
paramedics, physiotherapists, radiographers and speech and language
therapists: Health and Care Professions Council
See section 11 for contact details.

10 Investigations and Reports on the NHS complaints
system
Complaints and raising concerns
This report, published in January 2015 contains the findings of an
investigation by the Health Select Committee. It last looked at the complaints
system in 2011.
The report looks at:
 variability in quality when handling complaints made by patients and families,

as well as by staff; support for patients and staff who wish to make complaints
or raise concerns
 the consequences of complaints for care providers and of raising concerns

for the employment prospects of staff
 future plans for improvements in this area.

You can find the report at:
www.parliament.uk/business/committees/committees-a-z/commonsselect/health-committee/inquiries/parliament-2010/complaints-and-raisingconcerns/
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Every complaint matters
Healthwatch England published this action plan in June 2015.
1. Make it easier for everyone to complain - by giving one national
organisation responsibility for providing patients and the public with improved
information and education about how to raise concerns.
2. Create a single, properly funded complaints advocacy service provided under the Healthwatch banner which would provide users of both
the NHS and social care with the same level of support wherever they live in
the country.
3. Drive up the quality of complaints handling - using the NHS constitution
and complaints regulations to clearly set out people's right to complain and
what they should expect in response.
4. Require every organisation involved in complaints handling to ensure
people's complaints reach the right destination - removing the burden
currently placed on patients to pursue their complaint.
5. Establish clear responsibility for capturing system-wide learning from
complaints - identifying trends and ensuring national policy change properly
addresses concerns.
6. Make it mandatory for every complaint, regardless of how it is made
or which service it is about, to be recorded and reported to the HSCIC enabling the system to track progress through a national measure of
consumer experience of the complaints process.
7. Department of Health to conduct a review of the whole complaints
landscape - consider simplification and streamlining of processes across the
70 plus organisations involved.
You can find the full action plan at: www.healthwatch.co.uk/resource/everycomplaint-matters-seven-point-plan-nhs-and-social-care
For more information about the work of Healthwatch England around
complaints go to www.healthwatch.co.uk/complaints
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11 Useful organisations
Action against Medical Accidents
AvMA is a charity for patient safety and justice. It produces leaflets and offers
a free and confidential helpline to support people affected by medical
accidents.
Freedman House, Christopher Wren Yard, 117 High Street, Croydon,
CR0 1QG
Helpline: 0845 123 23 52
Website: www.avma.org.uk
Care Quality Commission
The Care Quality Commission is the independent regulator of all health and
adult social care services. Contact them to share experiences of NHS
services that you, a family member or friend has received.
CQC National Customer Service Centre, Citygate, Gallowgate
Newcastle-upon-Tyne, NE1 4PA
Tel: 03000 61 61 61
email: enquiries@cqc.org.uk
Website: www.cqc.org.uk
Clinical Commissioning Groups (CCGs)
CCGs are responsible for commissioning hospital services, GP out-of-hours,
ambulance services and community services such as continence services,
mental health services.
Website: www.nhs.uk/Service-Search/Clinical-CommissioningGroup/LocationSearch/1
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General Dental Council
The General Dental Council (GDC) is responsible for registering all dentists
and dental care professionals who practise in the UK. There is a searchable
register of dentists and dental care professionals on their website.
37 Wimpole Street, London W1G 8DQ
Customer Advice & Information Team: 0845 222 4141
Email: information@gdc-uk.org
Website: www.gdc-uk.org
General Medical Council
The General Medical Council is the organisation to contact if a member of the
public has a concern about a doctor’s ‘fitness to practice’.
3 Hardman Street, Manchester, M3 3AW
Tel: 0161 923 6602
Email: gmc@gmc-uk.org
Website: www.gmc-uk.org/about/contactus/contact_1_1.asp
General Optical Council
The General Optical Council is the regulator for opticians, optometrists,
dispensing opticians and optical businesses practicing in the UK. It is
responsible for investigating ‘fitness to practice’ complaints.
41 Harley Street, London, W1G 8DJ
Tel: 020 7580 3898 (option 2)
Email: ftp@optical.org
Website: www.optictial.org
General Pharmaceutical Council
Contact this organisation if you have concerns about a pharmacy’s or
pharmacist’s ‘fitness to practice’.
25 Canada Square, London, E14 5LQ
Tel: 020 3713 7950
Website: www.pharmacyregulation.org
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Health and Care Professionals Council (HCPC)
The HCPC keeps a register of health and care professionals who meet their
standards for training, professional skills, behaviour and health and
investigates ‘fitness to practice’ complaints.
Park House,184 Kennington Park Road, London, SE11 4BU
Fitness to practise department: 0800 328 4218
Website: www.hcpc-uk.org.uk
Health and Social Care Publications order line
Materials are available in large print and other formats and in several
languages. Delivery is within 10 working days.
Tel: 0300 123 1002
Website: www.orderline.dh.gov.uk/ecom_dh/public/home.jsf
Healthwatch England
Healthwatch England is the consumer champion that gathers and represents
the publics’ views on health and social care in England. You can find your
local Healthwatch by contacting your local authority or searching the
Healthwatch England website.
Skipton House, 80 London Road, London, SE1 6LH
Tel: 03000 683 000
Website: www.healthwatch.co.uk
Mind
Mind provides information and support to empower anyone experiencing a
mental health problem.
15-19 Broadway, Stratford, London E15 4BQ
Infoline: 0300 123 3393
Email:contact@mind.org.uk
Website: www.mind.org.uk
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NHS Choices
NHS Choices is a website only source of information about a wide range of
health conditions and the NHS, including contact details for CCGs.
Website: www.nhs.uk/Service-Search/Clinical-CommissioningGroup/LocationSearch/1
NHS England
NHS England has responsibility for commissioning primary care services
including GP services, dental services, community pharmacies and opticians.
NHS England, PO Box 16738, Redditch, B97 9PT
Tel: 0300 311 22 33
Email: england.contactus@nhs.net
Website: www.england.nhs.uk/contact-us/complaint
Nursing and Midwifery Council
The Nursing and Midwifery Council regulates nurses and midwives in
England, Wales, Scotland and Northern Ireland.
23 Portland Place London W1B 1PZ
Tel: 020 7462 5800 / 5801
Email: fitness.to.practise@nmc-uk.org
Website: www.nmc-uk.org
Office of the Public Guardian
The Office of the Public Guardian supports and promotes decision-making for
those who lack capacity or would like to plan for their future within the
framework of the Mental Capacity Act 2005.
PO Box 16185, Birmingham, B2 2WH
Tel: 0300 456 0300
Email: customerservices@publicguardian.gsi.gov.uk
Website: www.justice.gov.uk/about/opg
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Parliamentary and Health Service Ombudsman
The Parliamentary and Health Service Ombudsman is the second and final
point of contact if you remain dissatisfied after the local NHS organisation has
investigated your NHS complaint.
Millbank Tower, Millbank, London, SW1P 4QP
Tel: 0345 015 4033
Website: www.ombudsman.org.uk

12 Further information from Age UK
Age UK Information Materials
Age UK publishes a large number of free Information Guides and Factsheets
on a range of subjects including money and benefits, health, social care,
consumer issues, end of life, legal, issues employment and equality issues.
Whether you need information for yourself, a relative or a client our
information guides will help you find the answers you are looking for and
useful organisations who may be able to help. You can order as many copies
of guides as you need and organisations can place bulk orders.
Our factsheets provide detailed information if you are an adviser or you have
a specific problem.
Age UK Advice
Visit the Age UK website, www.ageuk.org.uk, or call Age UK Advice free on
0800 169 65 65 if you would like:
 further information about our full range of information products
 to order copies of any of our information materials
 to request information in large print and audio
 expert advice if you cannot find the information you need in this factsheet
 contact details for your nearest local Age UK
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Age UK
Age UK is the new force combining Age Concern and Help the Aged. We
provide advice and information for people in later life through our,
publications, online or by calling Age UK Advice.
Age UK Advice: 0800 169 65 65
Website: www.ageuk.org.uk
In Wales, contact:
Age Cymru: 0800 022 3444
Website: www.agecymru.org.uk
In Scotland, contact Age Scotland
by calling Silver Line Scotland: 0800 470 8090
(This line is provided jointly by Silver Line Scotland and Age Scotland.)
Website: www.agescotland.org.uk
In Northern Ireland, contact:
Age NI: 0808 808 7575
Website: www.ageni.org.uk
Support our work
Age UK is the largest provider of services to older people in the UK after the
NHS. We make a difference to the lives of thousands of older people through
local resources such as our befriending schemes, day centres and lunch
clubs; by distributing free information materials; and taking calls at Age UK
Advice on 0800 169 65 65.
If you would like to support our work by making a donation please call
Supporter Services on 0800 169 87 87 (8.30 am–5.30 pm) or visit
www.ageuk.org.uk/donate
Legal statement
Age UK is a charitable company limited by guarantee and registered in
England and Wales (registered charity number 1128267 and registered
company number 6825798). The registered address is Tavis House, 1-6
Tavistock Square, London, WD1H 9NA. Age UK and its subsidiary
companies and charities form the Age UK Group, dedicated to improving later
life.
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Disclaimer and copyright information
This factsheet has been prepared by Age UK and contains general advice
only which we hope will be of use to you. Nothing in this factsheet should be
construed as the giving of specific advice and it should not be relied on as a
basis for any decision or action. Neither Age UK nor any of its subsidiary
companies or charities accepts any liability arising from its use. We aim to
ensure the information is as up to date and accurate as possible, but please
be warned that certain areas are subject to change from time to time. Please
note that the inclusion of named agencies, websites, companies, products,
services or publications in this factsheet does not constitute a
recommendation or endorsement by Age UK or any of its subsidiary
companies or charities.
Every effort has been made to ensure that the information contained in this
factsheet is correct. However, things do change, so it is always a good idea
to seek expert advice on your personal situation.
© Age UK. All rights reserved.
This factsheet may be reproduced in whole or in part in unaltered form by
local Age UK’s with due acknowledgement to Age UK. No other reproduction
in any form is permitted without written permission from Age UK.
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