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At the Liverpool Heart and Chest Hospital we are
committed to giving the best possible service to patients,
their families and carers and aim to treat them with dignity
and respect. We treat thousands of people each year, the
vast majority of whom are satisfied with the service and
care they receive. We recognise however that there may be
occasions when you have concerns that you wish to bring
to our attention.  

We understand that it can feel difficult to make a complaint
about a hospital service, particularly for in-patients or
patients who may be coming back for additional treatment.
Patients may fear that their future treatment may be
compromised if they complain. We can assure you that
patients/relatives or carers will not be discriminated against
because a complaint has been made. If you have had a
negative experience at this hospital we want to know
about it so we can investigate the reason for this and stop
it happening again.  

On these occasions we welcome your comments and invite
you to contact the Customer Care Team as they will help us
to improve the services we provide for you.

How do I raise my concerns, suggestions or complaint? 
Wherever possible you should speak to the staff or manager of
the ward or department that you wish to complain about. This is
often the best way of making a complaint as it may be possible
to resolve any problems straight away.

If I raise concerns or make a complaint will this affect my
future care?
Absolutely not. Please be assured that the Trust  welcomes
feedback from our patients via the Customer Care Team who can
advise and guide you on the NHS and Adult Social Care Complaints
Process. No details or correspondence of any  complaint will be  



placed on your health records. Complaint files are stored away
from the clinical areas and the Trust will take seriously and deal
firmly with any member of staff who discriminates against a
patient as a result of them having made a complaint.

Do I have to put my complaint in writing?
No, you can speak to any member of staff who will do their best
to resolve your complaint or contact the Customer Care Team.
The Team recognise the values and benefits of listening and
responding to patients and your experience is a means for doing
things differently to improve the way our services are delivered.
The Customer Care Team may arrange to meet with you and help
you at this time. You can contact them on 0151 600 1517 or
0151 600 1257 or ask a member of staff to contact them for you.
We will make a note of your complaint and deal with it in
complete confidence.

Alternatively you may wish to contact the Independent
Complaints Advocacy Service (ICAS) who will be able to provide
help and advice on how to make a complaint and offer you
support throughout the complaints process. If you prefer to put
your complaint in writing, you should write to the Chief Executive
of the Trust (you will find both of these addresses on the back of
this leaflet). The Chief Executive will ask the Customer Care Team
to carry out an investigation into your complaint.

What will happen next?
We will acknowledge your complaint within three working
days. We will contact you personally to discuss and agree how
your complaint will be handled. We will investigate your
concerns thoroughly and fairly and contact you again when our
investigations are completed. We can contact you by telephone,
arrange to meet with you or if you have requested a written
response, this will be sent in accordance with the agreed action
plan and timeframe.  We will apologise where necessary and
tell you what we will do to stop the same thing occurring again.
If we cannot reply to you within the agreed time frame we will
keep you informed of our progress and the reason for the delay.

Useful Contacts 

The Chief Executive
Liverpool Heart and Chest Hospital 
Thomas Drive 
Liverpool 
L14 3PE 

Customer Care Team 
Liverpool Heart and Chest Hospital 
Thomas Drive 
Liverpool 
L14 3PE 
Tel:  0151 600 1517  or 0151 600 1257 

Independent Complaints Advocacy Service
Carers Federation
Tel: 0845 120 3735

The Parliamentary NHS and Adult Social Care
Ombudsman for England
Millbank Tower
Millbank 
London
SW1P 4QP
Tel: 0845 0154033 (calls charged at local rate – open 8am – 6pm
Monday to Friday.



FINALLY... 

The Trust places great emphasis on encouraging patients
and their carers to comment and voice their concerns and
compliments about its services. We really do want you to let
us know when we get things wrong, but we also like to
know when you feel we are getting it right.  

If you have been satisfied with the service you have
received from us, why not contact the Customer Care Team
and positive comments will be shared with staff involved.
You will find the address and telephone number on the
back of this leaflet.

Please Note: The Trust adopts a Zero Tolerance Policy and
requests that complainants approach staff with courtesy as
aggressive behaviour towards staff is considered totally
unacceptable.

What if I am still not satisfied?
You should contact the Customer Care Team, explaining the
reasons why you are not satisfied with the Trust’s response. We
can then investigate further or suggest a meeting to try to
resolve any outstanding issues. If you remain dissatisfied after
this, we will do our utmost to ensure that everything possible
has been done to resolve your concerns. However, should you
remain unhappy you can request the Parliamentary Ombudsman
to investigate your complaint (contact details are on the back of
this leaflet). This request should be made within six months of
receipt of the Trust’s final response.

What are the next steps?
If you request an investigation by the Parliamentary
Ombudsman you will receive further details, directly from
him/her, of the process involved. This is not an automatic right.
He/she may decide that your complaint was not fully
investigated by the Trust and it will be referred back to the
Chief Executive for further investigation.

It may be thought that the Trust has done everything possible
to resolve your complaint therefore a further investigation
would be of no added value. The Parliamentary Ombudsman
will inform you of the outcome of his/her investigations and may
offer you an independent review of your complaint.

What happens following the independent review?
The Parliamentary Ombudsman will inform you and the Trust’s
Chief Executive of his/her findings and of any recommendations
he/she makes to the Trust.

What if I do not agree with the findings of the review?
The Ombudsman’s decision is final and completes the Complaints
Process.  


