How to compliment, comment
or complain about our services
We welcome your compliments, comments and complaints

NHS St Helens Clinical
Commissioning Group (CCG)
welcomes any comments you
may have on the services we
commission. This leaflet gives you
information about how to give us
your feedback and will guide you
through the complaints process.

• Compliments enable us to
ensure good practice is followed
across other services
• Comments help to make
improvements
• Complaints alert us when
things go wrong, or when
standards fall short of what you
expect

How to make a compliment,
comment or complaint about
the services we commission
There are a number of ways
you can contact us to make a
compliment, comment or complaint
about any of the following services
we commission:
• Most hospital services – such
as routine operations, maternity
services and outpatient clinics
• Community services – including
blood testing, direct nursing,
podiatry and community clinics
for conditions such as diabetes
and dermatology
• Out-of-hours GP – this service
makes sure people can get
treatment from a doctor if they
need to outside normal surgery
opening times
We cannot undertake an
investigation into a complaint
regarding care that we have not
commissioned.
We recognise the NHS is incredibly
complex, and it is not always
easy to see where best to send
complaints, and so if you are unsure
then do please ask us and we will
help to direct your complaint to the
right place.

Making a compliment
It is helpful to know when we are
getting things right and you are
pleased with the care you have
received. We would like to hear
from you. Please do tell staff who
are involved in your care or speak
to the Patient and Advice and
Liaison Service (PALS).

Our aim is to sort out any problems
as quickly and professionally as
possible. In line with NHS policy
there will be no detriment to your
treatment and you will not be
penalised in any way because you
have made a complaint, and it will
not be placed on any part of your
medical records.

0800 218 2333

0800 218 2333

PALS, NWCSU, 3rd floor, Bevan
House, 65 Stephenson Way,
Liverpool, L13 1HN

sthelensccg.complaints@nhs.net

Making a comment or
complaint
We recognise there may be times
when you are not happy with
your care and treatment. A first
step is to raise your comments
immediately by speaking to the
member of staff. Your concerns
may be resolved without making
a formal complaint. Patients can
also raise complaints directly
with the service provider via their
complaints service.

Complaints, NWCSU, 3rd floor,
Bevan House, 65 Stephenson Way,
Liverpool, L13 1HN
Who to contact about doctors,
dentists, pharmacists and
opticians
Compliments, comments or
complaints about these services
are dealt with by NHS England
Customer Contact Centre using the
following details:
0300 311 22 33
(Monday to Friday, 8am–6pm,
except Bank Holidays)
England.contactus@nhs.net
NHS England, PO Box 16738,
Redditch, B97 9PT
Who can make a complaint?
A complaint can be made by a
patient or a person affected or
likely to be affected by the actions
or decisions of an NHS organisation
or primary care practitioner.

A complaint can also be made
by someone acting on behalf of
the patient or person, with their
consent.
Is there a time limit?
You should make a complaint
within 12 months of the event(s)
concerned or within 12 months
of becoming aware that you have
something to complain about.
However, it is much easier to deal
with your complaint if it is made as
soon as possible after the event.
Can I get help to make a
complaint?
If you do not feel able to make a
complaint yourself you can ask a
family member or carer to make
the complaint on your behalf. We
will always insist on gaining your
written consent for us to respond
to a third party on your behalf.
Patient Advice and Liaison
Service (PALS)
The PALS is a free help, advice and
support service. It is confidential
and will not discuss anything with
anyone outside of the PALS team
without your permission. PALS staff
act autonomously to put the needs
of the patient first.

Healthwatch St Helens
Healthwatch is the new watchdog
created to collect and represent the
views of the people of St Helens
who use health and social care
services.
0300 111 0007
info@healthwatchsthelens.co.uk
How will my complaint be
handled?
The first stage of the Complaints
Procedure is called Local Resolution.
You will be given the opportunity
to discuss your concerns with a
member of the Complaints Team
and say what you would like as an
outcome.
The timescale for the response will
be agreed with you and you will
receive a written reply to conform
the outcome of the investigation
into your complaint. We anticipate
a response time of 25 working days
following receipt of your consent.
More complex may take longer and
a mutually agreed timescale will be
arranged.

Who will respond to my
complaint?
You will receive a formal response
from our Accountable Officer,
including an explanation of our
consideration of your complaint,
an honest explanation, conclusions
that we have reached in respect
of your complaint, any corrective
action that is considered to be
appropriate and confirmation that
the action has been taken or will be
taken.
What happens if I am not
satisfied with the outcome?
If you remain dissatisfied with the
response and outcome of your
complaint then please in the first
instance contact the complaints
team who can discuss your
concerns with you. You can request
consideration by the Health Service
Ombudsman. Contact details are as
follows:
The Parliamentary and Health
Service Ombudsman
Millbank Tower, Millbank
London, SW1P 4QP
0345 015 4033
0300 061 4298 (Text Phone)
phso.enquiries@ombudsman.org.uk
www.ombudsman.org.uk

