
Complaining to NHS England  

We hope that if you have a problem you 

will use our practice complaints 

procedure. We believe this will give us 

the best chance of putting right 

whatever has gone wrong and is an 

opportunity to improve our practice. 

If you feel you cannot raise your 

complaint with us you can choose to 

complain to NHS England (who have 

replaced the former Primary Care 

Trust). 

Telephone number: 0300-3112233 

Please write to:-                                          

PO Box 16738                                        

Redditch                                                  

B97 9PT 

 

Customer Solution Centre 

(formerly PALS)                              
1829 Building                                  

Countess of Chester Health Park  

Liverpool Road                                          

Chester CH2 1HJ                             

Telephone: 01244 650 368 

 

 

 

Healthwatch Advocacy  

You may also wish to contact your local 

Healthwatch Complaints Advocacy 

Service.  Healthwatch supports patients 

and their carers who wish to pursue a 

complaint about any NHS treatment or 

care.  

Telephone Number is 0808 801 0389 

 

Health Service Ombudsman 

If you remain dissatisfied with the 

response to your complaint, you have 

the right to ask the NHS Ombudsman 

to review your case. This should be 

done within six months of the date of 

our final letter. The NHS Ombudsman 

is an independent body established to 

promote improvements in healthcare 

through the assessment of the 

performance of those who provide 

services.  

Write to them at:- The Health Service 

Ombudsman for England, 11th Floor, 

Millbank Tower, London SW1P 4QP               

Telephone number: 03450154033                    

Email: Phso.enquiries@ombudsman.org.uk 

 

 

YORK ROAD GROUP PRACTICE 

York Road, Ellesmere Port, 

Cheshire CH65 0DB 

0151 355 2112 

 

CONCERNS, COMMENTS OR 

COMPLAINTS PROCEDURE  

Here at York Road Group Practice 

we aim to provide a high standard of 

care and service to you, but there 

may be times when you feel that 

this has not happened. 

We welcome constructive criticism 

and comments about the service you 

have received from the doctors or 

any of the staff working in this 

practice. 

 

Please ask at reception for a 

complaint/comments form. 
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WHAT YOU NEED TO DO 

You can raise your concerns 

immediately with the person 

concerned.  They may be able to 

resolve your concerns without the 

need to make a formal complaint. 

You can raise your complaint either 

verbally or in writing to the Practice 

Complaints Administrator. 

 

WHAT IS THE TIME LIMIT FOR 

MAKING A COMPLAINT? 

You would normally complain within a 

few days of the event. 

or within 12 months of the 

event(s)/or you becoming aware of 

the event. 

or if you have a good reason for not 

complaining within the 12 month  

period discretion may be exercised 

to waive the time limit.  

 

 

 

 

WHAT WE SHALL DO 

 We aim to resolve problems 

informally and amicably 

 We will maintain your 

confidentiality at all times 

 We will try and resolve all 

verbal complaints within 24 

hours. If we are unable to do 

this we will agree a timescale 

with you. 

 We shall acknowledge your 

written complaint in writing 

within 3 working days.  

 We will investigate your 

complaint and agree a 

response time with you. 

 If we are unable to complete 

the investigation within the 

response time agreed an 

explanation will be offered. 

 Following our enquiries, we will 

either offer a written 

explanation or a meeting to 

discuss the outcome of the 

investigation.  

 

 We will further write to you 

to ensure that your concerns 

have been addressed and 

advise you on your choices if 

you feel we haven’t dealt with 

your complaint fully. 

 

COMPLAINING ON BEHALF OF 

SOMEONE ELSE 

Relatives or carers can complain on 

behalf of a person. 

Please note that we keep strictly to 

the rules of medical confidentiality.  

If you are complaining on behalf of 

someone else, we have to know that 

you have his or her permission to do 

so.  

 A form signed by the person 

concerned must be completed, 

unless they are incapable (because 

of illness) of providing this. 

 


