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Why did we develop Patients’ help?

� We receive around 5,000 complaints a year 

� A high proportion end up getting referred to 

other organisations

� Existing web content was fairly thorough, but 
not very engaging



The Primary Aims of Patients’ Help

1. To help people to complain to the right organisation

first time round

2. To make our processes more transparent

3. Managing expectations



Welcome Page



Who to complain to?



How did we develop Patients’ help?

We worked with 

� Patients complaints groups across the UK

� Accessibility and user testing experts

� An award-winning web agency

to produce Patients’ help.



Who is the audience for Patients’ help?

Primary audiences

� Patients

� Advisors working in Patients’ help and advice 
organisations

Secondary audiences

� Complaints managers in the NHS

� Complaints handlers from private healthcare



Case Studies



What happens to your complaint?



Patients’ help – Useful links

This is where we link to supplementary information, 

such as

�Patients complaints leaflet 

�Complaints guide for Health professionals

�FAQs on the website

�Foreign language translations

�Links to other patients’ organisations

‘



Accessibility

� Phone details – some people just want to phone and 

speak to someone

� Feedback form – to allow people to comment on the 

information provided, so we can learn and improve

� Printouts – advisors often print out advice for 

members of the public to take away

� Flash and HTML versions of the website

� Welsh language


