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1. Who can make a complaint?

e  The person who experienced the problem.

e  Arelative or guardian of the person concerned.

e  Arepresentative chosen by the person concerned for the purpose of making the complaint.
e Ahealth service provider

2. How do | lodge a complaint?

A complaint must be received in writing using the Complaint Form through:
e Personal attendance

. Mail

e Email (complaints@nhra.bh)
e The national suggestions and complaints system (Tawasul) on eGovernment portal(www.e.gov.bh)

3. What information I should include in my complaint?

e Acompletely filled Complaint Form.
e Any extra information and copies of other relevant documents should be attached to your written complaint.

4. What if | wish to remain anonymous?

NHRA cannot accept a complaint from an anonymous source due to seriousness considerations and confidence in the medical system, but
NHRA can upon request keep the complainant’s data confidential for reference at the time of need if possible.
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5. Who and What can be complained about?

e Practitioners such as doctors, nurses, dentists, pharmacists, physiotherapists, paramedics and other allied health professionals regulated
by the NHRA.

e Health service facilities such as public or private hospitals, clinics, medical centers, day surgery centers, the Ambulance Service and others,

affecting the clinical care or treatment of an individual.
e  Complaint can be about the health service provider professional conduct and/or the clinical care and treatment provided or fitness to practice.

6. Is there a fee for submitting a complaint?
There are no fees when making a complaint.
7. Where can | get the complaint form?

It can be download from our website (www.nhra.bh) under complaints, or sent to you by email. You can also get a copy by personal attendance
to our premises.

8. Canthe NHRA help me write a complaint?
Our staff can help you put your complaint in writing, if you require assistance.

9. What will the NHRA do when my complaint is received?

Once the NHRA receives your complaint, it will be assessed and if it is not within the jurisdiction of NHRA you will be notified and directed to the
appropriate authority if possible. If the complaint is within the NHRA jurisdiction, you will receive an acknowledgment letter which will include
the number assigned to your complaint. The NHRA will obtain all relevant information including a copy of your medical record and a report from
your health care provider, internal/external Professional Advisors and committees may be needed to review your complaint to reach a decision.
Once a final decision is made you will be notified of the result.
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10. How long does it take to resolve a complaint?

There is no specific time frame in which complaints are resolved. Once a complaint is received, it will be reviewed and the necessary information
to evaluate the complaint will be gathered. It may take several months to review and/or resolve depending on the nature of the complaint.

11. What if | want to obtain compensation?

It is not within the jurisdiction of NHRA to consider any claims for compensation. NHRA role lies in determining the medical error and the
disciplinary punishment for health professionals. Should you wish to pursue compensation, you can appeal to court.

12. Can I complain about the fees that a health service provider charges me or obtain a refund of fees?
The NHRA cannot compel a health service provider to alter their fees or make any recommendations in relation to their fees. The NHRA cannot

compel a health service provider to provide you with a refund. Should you wish to pursue a refund, you can seek legal advice or contact the
Consumer Protection Directorate of the Ministry of Industry and Commerce.

13. Can the NHRA change what is written in my medical records?
The NHRA cannot make changes to your medical records. In general, nothing can be removed from your medical records. If you are unhappy

with comments/information in your records, you can submit your own comments to the health service provider and ask that these be added
to your records.

14. Can NHRA provide treatment?

NHRA cannot provide treatment nor give recommendations regarding alternative health providers.
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15. Can a health service provider refuse to treat me?
A health service provider is required to provide treatment in an emergency situation. However, in non-emergency situations a health service

provider can refuse to treat you, provided that his decision does not contradict with medical practice or ethics. You can file a complaint in
situations where you think you were refused medical treatment with no justification.

16. What if | decided to withdraw my complaint?
If you decided to withdraw your complaint, you have to submit a signed Complaint Withdrawal Form. However, NHRA reserve the right to

continue investigating the complaint if it represents a significant issue of public health or safety and entails a medical error or a violation of
medical practice ethics or regulations

17. Can | submit an appeal to NHRA decision?

A complainant cannot submit an appeal to NHRA decision. In case of dissatisfaction with the decision you may approach the judicial author-
ities in the Kingdom

18. Can | get a copy of the documents, reports or details of proceedings of the complaint investigation process in NHRA?

The complaint file, and all related documents, reports and investigations proceedings are kept confidentially in NHRA. It is not permitted to
release any document related to the investigation to any party including the complainant except through an official request from the judicial
authorities in the Kingdom.
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19.

Where else can | lodge a complaint other than medical errors claims?

Management of the health care facility where you received treatment.
Consumer Protection Directorate of the Ministry of Industry and Commerce

http://www.moic.gov.bh/MolC/En/Commerce/StandardizationConsumerProtection/ConsumerProtectionDirectorate/
Ministry of Health (for non-regulatory concerns about a public health service)

http://www.moh.gov.bh/EN/Contact.aspx
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For more detailed information or any further questions, see our website, or telephone the NHRA’s Medical Complaints Unit

National Health Regulatory Authority
www.nhra.bh

Building No: 2420, Road No: 2831, Block 248, Al-Seef district, Manama, kingdom of Bahrain
P.O. Box 11464, Manama
Tel: +973-17113333
Fax: +973-17113271
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