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Background 

The NHS has a statutory responsibility to collect service wide data on patient complaints so 

trends can be identified and we can demonstrate that the service is being responsive to 

patient feedback. The information obtained from the KO41b collection monitors written 

General Practice (including Dental) complaints (by service, area and subject) received by 

the NHS each year. It also supports the commitment given in Equity and Excellence to 

improve the Patient Experience by listening to the public voice. 

 

This information is published annually in a statistical bulletin. The latest bulletin can be found 

at the following link: Data on written complaints in the NHS 

For the 2015-16 complaints collection the KO41b is split into two areas (Dental and GP). The 

NHS Business Services Authority (NHSBSA) will be collecting information from Dental 

practices and NHS England will collect data from the GP practices. This will be done via two 

online tools, one for Dental returns run by the NHSBSA and the other for GP returns run by 

NHS England. This guidance is specifically aimed at the Dental collection. Information on 

how to access the online form is included within this guidance. This information will then be 

supplied to the Health and Social Care Information Centre (HSCIC) and published in 

September 2016. 

Going forward, from April 2016, the data collected will change, following a consultation run by 

HSCIC. More information on the new data collection, can be found at: 

http://www.hscic.gov.uk/article/6492/Primary-Medical-and-Dental-Care-Written-Complaints-

Consultation-is-NOW-Closed-see-the-response-to-the-consultation-below 

This collection refers to complaints received between 1 April 2015 and 31 March 2016. It is a 

statutory requirement to declare complaints information and it remains a contractual 

requirement, detailed in the 2009 complaints regulations.  

If you are having problems with the online form, please contact the NHSBSA at 

NHSBSA.DentalKO41bReturn@nhs.net 

If you have any queries regarding definitions, please contact HSCIC at 

nhs.comp@hscic.gov.uk 

The online collection will close on 16 June 2016. 

C 

http://www.hscic.gov.uk/searchcatalogue?q=written+complaints&area=&size=10&sort=Relevance
http://www.hscic.gov.uk/searchcatalogue?q=written+complaints&area=&size=10&sort=Relevance
http://www.hscic.gov.uk/article/6492/Primary-Medical-and-Dental-Care-Written-Complaints-Consultation-is-NOW-Closed-see-the-response-to-the-consultation-below
http://www.hscic.gov.uk/article/6492/Primary-Medical-and-Dental-Care-Written-Complaints-Consultation-is-NOW-Closed-see-the-response-to-the-consultation-below
mailto:NHSBSA.DentalKO41bReturn@nhs.net
mailto:nhs.comp@hscic.gov.uk
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Completing the return 

General guidance 

1) The KO41b should be completed with information about written complaints 

about dental health services made by, or on behalf of, patients in the period 1 April 

to 31 March. 

 

2) For the purposes of this return a written complaint is one that is made in writing to 

any member of staff, or is originally made orally and subsequently recorded in 

writing. Once it is so recorded, it should be treated as though it was made in 

writing from the outset. Oral complaints and comments/suggestions that do not 

require investigation should not be included. 

 

3) If a written communication contains more than one complaint that requires 

separate investigation then each should be recorded separately. However, where a 

single complaint covers several aspects of care/treatment received, the complaint 

should be recorded only once, under the principle cause of complaint. 

 

4) Complaints forwarded to the Ombudsman are to be excluded because a 

complaint could span several reporting years and could corrupt data returns. 

 

5) If the complaint is transferred to another organisation, the organisation that deals 

with it should record it. 

 

6) If the organisation investigates a complaint made about another organisation, the 

complaint should be recorded against the organisation being complained about and 

not the organisation conducting the investigation. 

 

7) If your practice merged with another organisation after 1 April 2016 and the other 

organisation has since closed, the closed practice is not required to make a 

submission, the organisation which is open and currently exists as a merged 

organisation should submit KO41b inclusive of complaints received from the 

previous closed practice. If the practice prefers to submit as two separate 

organisations this is also possible, however the practice which has merged should 

state in the supporting information section the data submission is made as 

separated practices. 

 

8) DO NOT INCLUDE investigations instigated by outside agencies, for example 

the Police, Health Service Commissioner or Coroners Court. 
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9) Local resolution (LR) is the first stage of the complaints procedure when front-line 

staff should aim to provide the fullest possible opportunity for investigation and 

resolution of the complaint, as quickly as is sensible in the circumstances. 

 

10)  Returns on the total number of written complaints against pharmacists and opticians 

are not required. 

 

Definition of complaint upheld 

If any or all of a complaint is well founded then it should be recorded as "upheld 

locally." Note: The Ombudsman adopts this principle in their adjudications. 

 

Definitions of complaints by area 

 Subject of complaint Definition 

Dental 

Any dental treatment or surgical issues including 

procedures or activities undertaken by dentists or dental 

care professionals. 

 Dental administration Administrative activities undertaken by the practice 

Other Any other issues not covered by the above 

 

Definitions of complaints by subject 

Subject of complaint Definition 

Communications/attitude 

A contact made either face to face or by telephone, 

facsimile, email or website and issues relating to 

verbal/non-verbal characteristics, or content 

Premises 
The physical environment and psychological effect of the 

site occupied by the practice/service 

Practice/surgery 

management 

Decisions made by the practice manager about the 

operation of the practice /service (e.g. access to individual 

practitioners, appointments, opening hours, locum cover) 

Dental administration 
Activities undertaken by the reception and administrative 

staff within the practice 

Clinical 
Clinical decisions, advice and treatment provided by a 

care professional within the practice 

Other Any other issues not covered by the above. 
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Further information on the current NHS complaints procedures can be obtained from the 

NHS Choices website: 

http://www.nhs.uk/NHSEngland/complaints-and-feedback/Pages/nhs-complaints.aspx 

 

Submitting data using the NHSBSA online form  

1. Access the online form and check the contract number 
 

You will receive an email from the NHSBSA through SnapSurveys. Select the custom 

hyperlink in the email, which will take you to a form relating to your practice contract 

number(s). The first page of the form will open as follows: 

 
 

You should check the contract information shown is the one you are entering the 

complaints for. If you need to complete the form for a different contract, email the 

NHSBSA (NHSBSA.DentalKO41bReturn@nhs.net) for the correct details. 

 

If the contract details are correct select the ‘Next’ button to continue. 

 

2. How to complete the form 
 

The next section will tell you how to use the online form and the closing date for submitting 

your return.  

http://www.nhs.uk/NHSEngland/complaints-and-feedback/Pages/nhs-complaints.aspx
mailto:NHSBSA.DentalKO41bReturn@nhs.net
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To continue and complete the form select the ‘Next’ button. 

 

3. Have you received any complaints? 
 

Select whether you received any written complaints within the year 2015-16 (yes or no).  

 

Once you have completed this page select the ‘Next’ button to continue. 

If you received complaints and selected ‘Yes’ you will be asked to enter further 

information on the service area and the subject of the complaint(s) (Steps 4-5). 
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If you have had no written complaints within the year and selected ‘No’ you will be asked 

to confirm your response. 

 

If the information is correct and you select the ‘Next’ button you will be directed to the 

final page to submit your form (Step 6).  

 

4. Number of complaints by service area 

Enter the number of complaints for each service area in each of the boxes within the two 

columns. The left hand column refers to total number of complaints and the right hand 

column refers to the number of those that were upheld. Only positive whole numbers should 

be entered. If there were no complaints for a given service area or no complaints upheld you 

must enter a zero in the appropriate box. 
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The overall total of complaints will be completed automatically. Make sure the sum of the 

individual boxes in each column matches the total number of complaints in the bottom 

box for that column.  

Also ensure that the number of upheld complaints in the right hand column is either 

equal to or less than the number of complaints in the left column. 

The comments boxes at the bottom of the page allow you to add any additional 

information. 

Once you have completed this page select the ‘Next’ button to continue.  

 

5. Number of complaints by subject 

Type in the number of complaints for each subject category in each of the boxes within the 

two columns. The left hand column refers to total number of complaints and the right hand 

column refers to the number of those that were upheld. Only positive whole numbers should 

be entered. If there were no complaints for a given subject category or no complaints upheld 

you must enter a zero in the appropriate box. 

 

NOTE: A complaint can be made concerning more than one subject area.   Where this has 

occurred, record a complaint under each subject area contained within the written complaint 

received.  Therefore the complaints by subject total should be equal to or greater than the 

total in the previous page (complaints by area). 
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The overall total of complaints will be completed automatically. Make sure the sum of the 

individual boxes in each column matches the total number of complaints in the bottom 

box for that column.  

Also ensure that the number of upheld complaints in the right hand column is either 

equal to or less than the number of complaints in the left column. 

The comments boxes at the bottom of the page allow you to add any additional 

information. 

Once you have completed this page select the ‘Next’ button to continue.  

 

6. Save your Return 
 

You can save your entered data at any time by clicking on the ‘Save’ button 
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When you return to the form, you will return to the point at which you saved it. 

 

7. Submit your completed form 

The final page asks you to confirm the information you have entered in your form, you 

may wish to review the previous pages. 

Before you submit the form you will have the option to provide an additional email address 

to receive confirmation of your submission. Select ’Yes’ and provide a valid email address 

to take up this option. 

NOTE: A confirmation email will automatically be sent to the same email address your 

invitation was sent to when you submit your return. 

Select ‘Submit’ to complete the form and submit the information for this contract. 

 

Once submitted you should see a thank you message. You should receive your 

confirmation email with a summary of your return within 2 hours. 

 



KO41b Dental Written Complaints – Guidance 

 

 
Copyright © 2016, Health and Social Care Information Centre. All rights reserved. 13 

You must complete a KO41b return for each NHS Dental Contract you held between the 

dates of 1 April 2015 and 31 March 2016. To complete the online form for another contract 

please use the custom hyperlink(s) in the email(s) sent to you from the NHSBSA. 

 

HSCIC data download 

Shortly after the deadline the HSCIC will download the information which will be 

published in September 2016 (for more information on publication dates please see the 

HSCIC publication calendar here). 

 

Contacts 

The online form is available by following the link in the email sent to you from the NHSBSA 

using SNAP surveys. 

If you have any problems with the online form please contact the NHSBSA at 

NHSBSA.DentalKO41bReturn@nhs.net 

 

This guidance is available online here: http://www.hscic.gov.uk/datacollections/ko41b 

http://www.hscic.gov.uk/pubs/calendar
mailto:NHSBSA.DentalKO41bReturn@nhs.net
http://www.hscic.gov.uk/datacollections/ko41b


KO41b Dental Written Complaints – Guidance 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

Published by the Health and Social Care Information Centre 

Part of the Government Statistical Service 

 

 

This publication may be requested in large print or 
other formats.  

 

 

For further information 

www.hscic.gov.uk 

0300 303 5678   

enquiries@hscic.gov.uk 

Copyright © 2016 Health and Social Care Information Centre. All rights reserved. 

This work remains the sole and exclusive property of the Health and Social Care 
Information Centre and may only be reproduced where there is explicit reference to 
the ownership of the Health and Social Care Information Centre. 

This work may be re-used by NHS and government organisations without permission.   

 


