An Analysis of NHS Written Complaints for Waltham Forest 2023-24
1.	INTRODUCTION
In October 2024, NHS England published 2023-24 data for NHS Written Complaints based on returns from GPs, dentists, ICBs and NHS trusts for primary and secondary care. Four spreadsheets are available – primary care at sub ICB level and practice level (individual GPs and dentists) and secondary care at organisation level (e.g. Barts Health NHS Trust) and site level (e.g. Whipps Cross Hospital).
2.	PRIMARY CARE
2.1	GPs
2.1.1	Table 1 shows complaints for GPs in Waltham Forest.  There were 515 complaints including 23 carried forward from the previous year. Ninety-seven per cent of the complaints were resolved during the year - 44% (218) were upheld with a further 18% (88) partially upheld with 39% (192) not upheld leaving just 17 complaints that were unresolved and carried forward into the next reporting period.
2.1.2	Ten practices are excluded as it appears they did not make a return. Nil returns are included elsewhere in the data. The practices are Chingford Medical, Crawley Road, High Road, Langthorne Sharma, Lyndhurst, Penhryn, Sinnott, The Bailey Practice, The Grove and The Microfaculty.
2.1.3	Addison Road had the most complaints with 85. This accounted for over a sixth of the total. Over three-quarters were either upheld or partially upheld. Handsworth had 44 complaints, none of which was either upheld or partially upheld. Claremont carried forward four complaints and received eight new ones yet did not resolve any of them during the year.
[bookmark: _GoBack]2.1.4	Based on July 2023 patient numbers, three practices had less than 250 patients per complaint - The Firs had 175 patients per complaint, Addison Road had one complaint for every 191 patients and Claremont had 235 patients per complaint. 
Table 1: NHS Written Complaints, Waltham Forest GPs, 2023-24
	GP Practice
	No. of complaints
	Total Resolved
	Upheld
	Partially
Upheld
	Not
Upheld
	Carried
Forward

	
	B/F
	New
	All
	
	No.
	%
	No.
	%
	No.
	%
	

	ALL
	23
	492
	515
	498
	218
	44
	88
	18
	192
	39
	17

	Addison Road
	0
	85
	85
	85
	57
	67
	9
	11
	19
	22
	0

	St James
	0
	61
	61
	61
	10
	16
	22
	36
	29
	48
	0

	The Firs
	3
	48
	51
	48
	29
	60
	1
	2
	18
	38
	3

	Handsworth
	0
	44
	44
	44
	0
	0
	0
	0
	44
	100
	0

	Harrow Road
	0
	33
	33
	33
	26
	79
	7
	21
	0
	0
	0

	Leyton Healthcare
	0
	22
	22
	22
	8
	36
	3
	14
	11
	50
	0

	Old Church
	0
	21
	21
	21
	6
	29
	3
	14
	12
	57
	0

	Churchill
	0
	21
	21
	21
	12
	57
	4
	19
	5
	24
	0

	Manor 
	0
	19
	19
	19
	19
	100
	0
	0
	0
	0
	0

	Ecclesbourne
	14
	1
	15
	15
	14
	93
	1
	7
	0
	0
	0

	LL Medical Care
	0
	13
	13
	13
	1
	8
	9
	69
	3
	23
	0

	Francis Road
	0
	12
	12
	12
	2
	17
	5
	42
	5
	42
	0

	Claremont
	4
	8
	12
	0
	0
	n/a
	0
	n/a
	0
	n/a
	12

	Allum
	0
	11
	11
	11
	2
	18
	4
	36
	5
	45
	0

	Ridgeway
	0
	11
	11
	10
	1
	10
	3
	30
	6
	60
	1

	Forest Surgery
	0
	10
	10
	10
	10
	100
	0
	0
	0
	0
	0

	Lime Tree
	0
	9
	9
	9
	3
	33
	3
	33
	3
	33
	0

	Seymour
	0
	8
	8
	8
	7
	88
	1
	13
	0
	0
	0

	Higham Hill
	0
	8
	8
	8
	0
	0
	1
	13
	7
	88
	0

	Queens Road
	0
	7
	7
	7
	2
	29
	2
	29
	3
	43
	0

	SMA
	0
	7
	7
	7
	0
	0
	2
	29
	5
	71
	0

	WFCFHS (Wood St)
	0
	7
	7
	7
	6
	86
	0
	0
	1
	14
	0

	Hampton
	0
	7
	7
	7
	0
	0
	0
	0
	7
	100
	0

	Dr Dhital
	0
	5
	5
	5
	0
	0
	0
	0
	5
	100
	0

	Green Man
	0
	5
	5
	5
	0
	0
	5
	100
	0
	0
	0

	Larkshall
	0
	4
	4
	4
	2
	50
	0
	0
	2
	50
	0

	Kings Head
	1
	2
	3
	3
	1
	33
	2
	67
	0
	0
	0

	Dr Shantir
	0
	2
	2
	1
	0
	0
	0
	0
	1
	100
	1

	Kiyani
	1
	1
	2
	2
	0
	0
	1
	50
	1
	50
	0


Source: NHS Digital
1.2	Dentists
1.2.1	Table 2 shows complaints for dentists in Waltham Forest.  There were 77 complaints including three carried forward from the previous year. All but three of these 77 complaints were resolved - 47% (35) were upheld with a further 7% (5) partially upheld with 46% (34) not upheld. Abbey Dental had 22 complaints - 29% of the total.
1.2.2	Ten dentists had no complaints – A.M. Hathi, Cedars, Hoe Street, I.E. Barmania’s, Lea Bridge, M. Wong & Associates, Oak Hill, Park Vue, The Dental Design Studio and Wongs.
Table 2: NHS Written Complaints, Waltham Forest Dentists, 2023-24
	Dental Practice
	No. of complaints
	Total Resolved
	Upheld
	Partially
Upheld
	Not
Upheld
	Carried
Forward

	
	B/F
	New
	All
	
	No.
	%
	No.
	%
	No.
	%
	

	ALL
	3
	74
	77
	74
	35
	47
	5
	7
	34
	46
	3

	Abbey Dental
	0
	22
	22
	21
	12
	57
	0
	0
	9
	43
	1

	Angle House
	0
	10
	10
	10
	0
	0
	4
	40
	6
	60
	0

	Elm House
	1
	8
	9
	9
	9
	100
	0
	0
	0
	0
	0

	Chingford Dental
	0
	8
	8
	8
	8
	100
	0
	0
	0
	0
	0

	Key 2 Smile
	0
	6
	6
	6
	0
	0
	0
	0
	6
	100
	0

	Forest Dental
	0
	6
	6
	6
	0
	0
	0
	0
	6
	100
	0

	Inspire Dental
	0
	4
	4
	4
	4
	100
	0
	0
	0
	0
	0

	Leyton Dental
	2
	1
	3
	3
	1
	33
	1
	33
	1
	33
	0

	Damira
	0
	3
	3
	2
	0
	0
	0
	0
	2
	100
	1

	Smile in London
	0
	2
	2
	2
	0
	0
	0
	0
	2
	100
	0

	John Dineen
	0
	2
	2
	2
	0
	0
	0
	0
	2
	100
	0

	Wood Street
	0
	1
	1
	0
	0
	n/a
	0
	n/a
	0
	n/a
	1

	Chingford Mount
	0
	1
	1
	1
	1
	100
	0
	0
	0
	0
	0


Source: NHS Digital
Ten dentists had no complaints – A.M. Hathi, Cedars, Hoe Street, I.E. Barmania’s, Lea Bridge, M. Wong & Associates, Oak Hill, Park Vue, The Dental Design Studio and Wongs.



