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Welcome
To The Surgery

This booklet is intended to provide you with information about the comprehensive range of medical 
and nursing services we provide and how you access and make the best of them.

Main Surgery
Hessle Grange Medical Practice
11 Hull Road, Hessle, East Yorkshire  HU13 9LZ
Tel: (01482) 645295
Website: www.hesslegrangemp.co.uk
Facilities for disabled persons including toilets are available at the centre.

Branch Surgeries (limited opening times)
The Surgery
50 Church Road (Rear of the Village Hall)
North Ferriby, East Yorkshire HU14 3AA
Tel: (01482) 631420
Website: www.hesslegrangemp.co.uk
Facilities for disabled persons including toilets are available at the surgery.

The Clinic
First Lane, Anlaby, East Yorkshire  HU10 6UE
Telephone number and website are as per the main surgery (see above).
Facilities for disabled persons including toilets are available at the clinic.

The Partners
Dr Donal U O’Sullivan   MBChB BAO Dublin 1986 (Senior Partner)

Dr Laurent M J Baré   Artsexamen Maastricht 1994

Dr Henri Maguet   Licenciado en Medicina y Cirugia  
 Registered Qualification with GMC, LMS 1986 Santander

Dr Rathinam M Priya   MBBS Madras 1997 MRCGP 2008 DRCOG 2007 DFFP 2003

Dr Richard I Holmes   MBBS MRCGP 2012 
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How To Contact Us
Hessle Grange Medical Practice 
Telephone: (01482) 645295 including evenings, weekends and public/bank holidays.
N.B. Calls to the Hessle Grange Medical Practice after 6.00pm plus weekends and bank holidays 
will receive a voice message instructing the caller to hang up and redial the NHS 111 service.
All telephone calls in and out of the practice may be recorded and stored for training and future 
reference purposes.
The surgery core hours are between 8.00am and 6.00pm Monday to Friday (excluding public/
bank holidays).
We also provide extended hours appointments from 6.30 - 8.00pm on Monday evenings and 
also nursing team appointments on Tuesday and Thursday mornings between 7.30 – 8.00am 
(excluding public/bank holidays).
We also provide improving access GP and nursing team appointments from 6.30 – 8.00pm on 
Wednesday evenings, GP/NP appointments on Tuesday, Wednesday and Thursday mornings 
from 7.30 – 8.00am and also nursing team appointments on Wednesday mornings from 7.30 – 
8.00am (excluding public/bank holidays).

North Ferriby 
The surgery is currently open on Wednesday and Thursday mornings (subject to availability).
Telephone: (01482) 631420 between 9.00am-12 noon, other times telephone: (01482) 645295. 

Anlaby is open on Monday mornings (subject to availabil ity). Please telephone:  
(01482) 645295.

The Practice Team
Clinical
The clinical team is led by two full-time GPs and three part-time GPs. Complementing the team 
we have two Clinical Practitioners and additional cover provided by locum doctors.
Our Nurse Manager, Sandra Shaw is responsible for our team of four practice nurses who are fully 
qualified in all the traditional nursing skills and also conduct long term condition reviews. We have 
three Healthcare Assistants who are available to take blood samples, perform ECGs, new patient 
health checks, hypertension monitoring, dressing changes and injections.  

Administrative
Our practice manager, Alison Sullivan, is based at Hessle and has overall responsibility to the 
partners for the operational performance of the practice. She also contributes to future planning, 
business development and practice finances. She is available to discuss any suggestions, 
complaints or compliments you may have. The practice manager is supported by an office 
supervisor, Jackie Proud, who is also available to discuss any suggestions, complaints or 
compliments you may have. Our reception team are here to help you and are acting on instructions 
from the doctors.  Please help them by understanding the problems they sometimes face when 
trying to please everybody.  Please be assured that any information discussed with them is kept 
strictly confidential.
A team of administrators and secretaries also provide essential back-up support. The practice 
is fully computerised.
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Attract more business by placing your advert here. Simply call 0800 0234 196.

Do you or a  
family member  
need care and  
want to stay in  
your own home?
This type of decision can be difficult for families.
Contact a local care agency to discuss your 
needs today.
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Keeping And Protecting Information
We keep information about you to help ensure that you can receive the best possible care and 
treatment. Information we hold may include:

• Basic details such as your name, address and date of birth

• Consultations and other contacts we have with you

• Details about your health and treatment and care you need

• Details about the treatment and care you receive

• Results of investigations, such as blood tests and smear tests
The main reason for which your information may be needed is:
• To provide you healthcare and treatment
Your information will also help us to:
• Protect the health of the public generally
• Develop and plan services, making them accessible and appropriate to your needs
•  Teach and train healthcare professionals, conduct research and support professional 

development
• Investigate complaints or untoward incidents
• Prepare statistics on NHS performance and activity
Everyone working for the NHS has a legal duty to keep information about you confidential.
At times we will be required to share this information with other NHS or governmental departments, 
for example, to notify a birth or infectious diseases that may endanger the safety of others.

Your Medical Record
The General Data Protection Regulation 2018 gives you the right to access to your health records 
either in electronic or physical format. This is known as the “right of subject access”.  You should 
however be aware that some details within your health records may be exempt from disclosure; 
this will be in the interests of your wellbeing or to protect the identity of a third party. If you would 
like access to your GP record please submit your request in writing to Hessle Grange Medical 
Practice or complete a Subject Access Request form.

Freedom of Information – Publication Scheme
The Freedom of Information Act 2000 obliges the practice to produce a Publication Scheme. 
A Publication Scheme is a guide to the ‘classes’ of information the practice intends to routinely 
make available. This scheme is available upon request.

How To Register With The Hessle Grange Medical Practice
We accept new patients who reside within our catchment area. The practice catchment area is the 
West of the Hull which includes the villages and townships of Hessle, Anlaby, Anlaby Common, 
Kirk Ella, Swanland, North Ferriby, Welton and Melton. We also accept out-of-area registration 
applications which will be considered on individual circumstances.
To register as a patient please complete the forms available from the reception desk or are available 
to download from the practice website - please note each patient must complete an individual  
form. 
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Patients have a right to express a preference of practitioner and this must be expressed when 
submitting your registration documents. Whilst the practice will endeavour to comply it may not 
always be possible and if this is the case an explanation will be offered.
The following forms are included in your registration pack and all sections must be completed in 
full (if any entries are missing we will be unable to process your application):
• Family doctor registration form (GMS1)
• New patient registration form
To enable registration to proceed you will be required to provide proof of identity and proof of 
address with your registration application.
Registration Refusals
Out-of-Area registration applications will be considered on individual circumstances and it is at 
the discretion of the practice whether we accept a patient as an out-of-area registered patient.
The practice cannot accept registrations from patients if the list is currently ‘closed’.
Under 16’s must register with a parent or guardian. 
The practice may on other rare occasions refuse to accept registrations but will not do so on 
grounds that relate to the applicant’s race, gender, social class, age, religion, sexual orientation, 
appearance, disability or medical condition. 
Patients who have been removed from the practice list as a result of abusive or aggressive 
behaviour or have been removed or have left because of a breakdown in relationships will not 
be re-registered.
Patients who are refused registration should contact NHS England, PO Box 16738, Redditch, 
B97 9PT, telephone the Customer Contact Centre on 0300 311 22 33
or email: england.contactus@nhs.net for help with finding an alternative practice. You can also visit 
www.nhs.uk for general information of GP surgeries in your residential area.

Change Of Address/Telephone Numbers/Personal Details
Please inform us of any changes to your address, telephone number, mobile phone number or 
any other personal details. ‘Change of Details’ forms are available to download from our practice 
website or are available to collect from the reception desk.

Our Appointment System
Introduction
The following explains how the system works. 
The Appointment Service We Provide
The NHS East Riding of Yorkshire Clinical Commissioning Group (ERYCCG) has a contract with the 
practice to provide a service from 8.00am to 6.00pm Monday to Friday excluding public holidays. 
They also contract with us to provide additional pre-booked appointments from 6.30 to 8.00pm 
on Monday evening and 7.30 - 8.00am on Tuesday and Thursday mornings. The CCG have 
separately contracted with an ‘out of hours’ service provider to give urgent medical assistance 
which cannot wait until the patients GP surgery reopens. This service is available between 6.00pm 
and 8.00am each day and at weekends and bank holidays. 
Our Main Telephone Lines Are Open From 8.00am – 6.00pm Monday to Friday 
(Excluding Bank/Public Holidays)
We have admin staff ready to take your calls and transfer you through to the appropriate department.  
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Same Day (Urgent) Appointments 
To request a same day appointment, please telephone the Hessle surgery only, between the 
hours of 8.00am – 12 noon choosing option 2. All requests for a same day (urgent) appointment 
will be triaged by our Clinical Practitioners.  

Pre-Booked (Routine) Appointments 
To request a pre-booked (routine) appointment, please telephone the surgery between  
the hours of 9.00am - 6.00pm choosing option 1. Pre-bookable slots are available two to four 
weeks in advance of the current day. Extending this period beyond two weeks results in higher 
numbers of patients who do not attend or who cancel their appointment at the last minute. We 
generally try to make appointments at mutually convenient times of the day and allocate pre-
bookable slots if they are available. 

On-line Appointments
We also offer appointments online via SystmOnline. Please contact our reception staff for information 
on how to access this service.  

Telephone Appointments
You may be offered or can request a telephone appointment. Quite often GPs see patients who 
have minor illnesses and conditions that could have been managed over the telephone; this 
makes appointments in the surgery less available for those who really need them. Obviously there 
are some occasions when even minor conditions need to be seen to enable a proper diagnosis, 
skin rashes and ear infections are typical examples. 
Re-occurrences of minor problems that simply require some form of prescription on the other 
hand can easily be dealt with over the phone. Reassurance about particular symptoms is another 
example where a telephone conversation may be adequate. There is some reluctance from our 
patients to ask for telephone appointments. Please remember that this can be more convenient 
in that you do not have to travel and you will also free up time for other patients who need to see 
the doctor more urgently. 
If you make a telephone appointment the GP will attempt to contact you twice. You could be 
contacted at any time during the day from the time you make the appointment. If you do not 
answer either call attempt you will be treated as having not attended your appointment and you 
will need to make a new appointment in the normal way. 

Failure To Attend Appointments (DNAs)
Any patient failing to attend either a face to face or telephone appointment will receive a letter from 
the practice advising that should this happen on three occasions, within a twelve month period, 
they may be at risk of being removed from the practice list.

Medically Urgent/Emergency Cases
If you are telephoning about a later stage palliative care condition please refer to the Home Visits 
section below. All other medically urgent/emergency cases will be dealt with by the surgery the 
same day. If you are telephoning and have symptoms such as severe chest pain, breathing 
difficulties or haemorrhage which you believe may be life threatening you should call 999 rather 
than the surgery as our GPs are unable to provide an instant access service. Depending on 
availability, it could be up to four hours before you receive a response from the on-call clinician.



WHAT IS IMPORTANT TO US:
•  Quality of care we provide for you

•  We are committed to staff development

•   Quality of your life in our homes 

•   Each home has its own home activities co-ordinator

•   Quality of food - we cook for you in the home 

•   We use local, high quality food suppliers

•   Our homes are happy and cheerful homes

 Woodleigh Manor The Weir Hotel

 West Hill, Hessle 24 The Weir, Hessle

 01482 359919 01482 643120

'Caring for the whole person'

To advertise your business to our patients on low cost, easy payment terms call 0800 0234 196.

Join the 
NHS Organ Donor 

RegisterTransplants
save lives

0300 123 2323
www.organdonation.nhs.uk

An Ideal Environment
One part of life's rich tapestry is that things are constantly changing.  Perhaps one of the more 

difficult things to cope with is admitting that we, or our loved ones, are growing older and are, 

perhaps, finding it difficult to cope with living alone.  

Woodleigh Manor and The Weir Care Homes are two Residential Care Homes dedicated to 

providing high quality care. Donna Jenkinson is the manager of Woodleigh Manor, while 

Linda Ferriby is manager of The Weir Care Home.

Both Donna and Linda are committed to high quality care for which their homes are renowned. 

At all times their residents are afforded the greatest respect, privacy, dignity, compassion and 

independence.  They employ a fully qualified team of staff, dedicated to provide the very 

best of quality care and service. They are on hand 24 hours a day to offer as much help as 

the residents need, with the aim of giving them total independence. Both homes offer varied 

menus with good food, locally sourced and all prepared on the premises.  

So if you, or someone you love and care for, is finding it difficult to cope at home, contact 

Hessle Properties at the number shown or visit their website at www.hessle-care.co.uk

Attract more business by placing your advert here. Simply call 0800 0234 196.
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We are pleased to be associated with 
HESSLE HEALTH CENTRE 

and wish them continued success.

For independent advice on all matters, 
whether personal or corporate, contact us.

6 Silver Street, Hull  HU1 1JA
Tel: 01482 326617
Fax: 01482 329863

Email: enquiries@duttonmoore.co.uk

TANK’S   CARSLTD

576 – 576 
LOCAL • CHEAPEST • RELIABLE

TRAVEL

Every week surgeries suffer  
from high numbers of  patients
who miss their appointments.
Don’t be one of them, if you would normally travel by car and 
are unable to due to illness; book a local taxi now to avoid 
disappointment.

PER
MONTH

Your own superb business  
generating website from just

£26
with no up-front 

payment and no extras.

Call 0800 612 1408 
or email us at payasyougo@opg.co.uk



Home Visits
Requests for home visits should only be made if you are too ill or infirm to attend the surgery. Such 
requests should be made via your registered GPs secretary preferably before 10.30am unless 
an urgent need arises. To request a visit, please telephone the surgery between the hours of  
8.00-10.30am, choosing option 2. It is likely that a clinician will telephone before making a visit 
to determine whether this is the best course of action. Unless your call is related to later stage 
palliative care you should call 999 rather than request a home visit if you believe a life-threatening 
condition exists. 
(See section above: Medically Urgent/Emergency Cases). If you are telephoning about a later 
stage palliative care condition and need to speak to the doctor immediately you should make 
the administrator aware of this fact and a GP will contact you as soon as possible following the 
end of any in-progress consultation.

SMS Messaging Service
We offer an SMS Messaging service, which means we are able to send text messages to a mobile 
phone of your choice to remind you of appointments and other messages regarding practice 
improvements and services. You are also able to cancel your appointment using this service.
To sign up to this service ‘Consent & Communication Preference’ forms are available to download 
from our practice website or are available to collect from the reception desk. Alternatively, you 
can verbally inform a member of the administrative team that you wish to sign up to this service.

Repeat Prescription Requests 
If you are requesting authorised repeat prescriptions, please allow two working days’ notice before 
collecting your prescription from the surgery or three working days if collecting your medication 
from a local pharmacy. This will give the doctor time to complete the necessary review of your 
medication before signing the prescription. This service is available Monday to Friday (excluding 
public/bank holidays). 
A computerised prescription request slip should be brought to the surgery each time a further 
prescription is required. A box for your completed slip is provided at reception. If this is inconvenient, 
you may post your request to us. If you would like your prescription posting back to you please enclose 
a stamped, addressed envelope but please do make allowances for possible postal delays. 
You can also order your repeat prescriptions on-line via our website www.hesslegrangemp.co.uk; 
the notice board section of our website contains a link to this service. You will need a username 
and password to access this service, please contact our reception staff for more information.  
Repeat prescriptions requests are taken between the hours of 10.00am and 2.00pm. 
This service is only available for housebound and elderly patients and also patients with 
certain conditions which may prevent them from requesting their prescriptions in the ways 
described above.

Electronic Prescription Service
We can send your prescription electronically to any participating pharmacy of your choice.  
If you are happy for your prescription to be sent electronically, please complete the relevant form 
(which is available from the reception). You can also sign up to the electronic prescription service 
at any participating pharmacy.
If you change your mind, at any time, about using this service there is no problem at all. You can cancel 
or change your chosen pharmacy at any time just by letting the pharmacy or the practice know.
Please be aware there are some prescription items that cannot be sent electronically. We will 
continue to produce these in paper format and forward to your chosen pharmacy.  
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Test Results
You will be advised when it is necessary to ring for a test result. If this is the case you should 
telephone the practice between the hours of 2.00-4.00pm Monday to Friday choosing option 4 
allowing at least 5-10 working days to obtain the results of your investigations. You will then be 
put through to a member of the results team who can answer your enquiry. It is not necessary to 
ring for any other test results. Your GP will always review your results and will contact you if there 
is a need to discuss them when they have not already agreed a follow up appointment for you. 
Patients who have blood tests for on-going monitoring of INR should continue to ring at the times 
agreed with the Practice.

Illness And Disease Prevention
Various health promotion and illness prevention clinics are held at the health centre and are run 
by the Practice Nurses and Healthcare Assistants.
Clinics cover well woman, well man, blood pressure, dietary advice, asthma/COPD, diabetes, 
coronary heart disease, family planning and immunisation vaccinations.

Online Services
You can use the internet to book and cancel appointments with a GP, request repeat prescriptions 
for any medications you take regularly and look at a summary of your medical records online.  This 
has now expanded to also include access to your detailed coded medical record.
In order to register for online services, we request that patients attend the surgery in person 
having completed the relevant registration form which are available from our reception or can be 
downloaded from our website. 
Due to the highly confidential nature of the data, patients are requested to bring in TWO forms 
of ID, one of which must contain a photo i.e. passport; driving licence or bank statement and a 
form of proof of residency. Patients who already have access to online services but are requesting 
access to their detailed coded medical record will have to complete the form and bring in ID as 
mentioned above. 
NHS England recommends that practices adopt a very cautious approach to allowing parents’ 
access to their child’s medical record once the child reaches the age of 11.  Children vary in the 
age at which they are able to make an independent and informed decision about who should 
have access to their record. Hessle Grange Medical Practice has decided to adopt the most 
practical approach and withdraw parents’ access as soon as the child reaches 11 unless there 
are exceptional circumstances.  A young person may decide at a point, once they are mature 
enough to act autonomously, to request access themselves.

Medical Students
The practice supports a rolling programme of teaching medical student placements from Hull and 
York Medical School (HYMS). Medical students observe our GPs during consultations and may 
accompany GPs on home visits. Medical students may also undertake supervised consultations. 
Your permission will always be sought and you are free to decline.

Chaperones
All patients are entitled to have a chaperone present for any consultation, examination or procedure 
where they consider one is required. The chaperone may be a family member or friend, but on 
occasions a formal chaperone may be preferred. 
Patients are advised to ask for a chaperone if required, at the time of booking an appointment 
if possible, so that arrangements can be made and the appointment is not delayed in any way. 
The Healthcare Professional may also require a chaperone to be present for certain consultations.
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Consent
The practice has a Consent Protocol which explains the practice’s approach to consent and the 
way in which the principles of consent are put into practise. Copies of the protocol are available 
in our waiting areas.

Zero Tolerance
We strongly support the NHS policy on zero tolerance. Anyone who attends the surgery who abuses 
the GPs, staff or other patients be it verbally, physically or in any threatening manner whatsoever, 
will risk removal from the practice list. 
In extreme cases we may summon the police to remove offenders from the practice premises.

DNA (Did Not Attend) Policy
A significant amount of appointments each month are wasted due to patient’s not turning up for 
their appointment. The effects of these missed appointments are an increase in waiting time for 
appointments, frustration for both staff and patients and a waste of resources. 
If a patient fails to attend an appointment an informal warning letter (DNA1) will be sent.
If the patient fails to attend another appointment a formal warning letter (DNA2) will be issued 
advising them that a further occurrence may result in their removal from the practice.
If the patient fails to attend a further appointment within a 12 month consecutive period they may 
be removed from the practice list.

Private Insurance
We are happy to make referrals into the private sector if required. However, please note that we 
are unable to sign insurance claim forms if we have not been previously involved in the referral. As 
it is non-NHS work there is a charge for this service according to BMA recommended guidelines.

Private Charges (Non-NHS Work)
Charges may be made for services to patients which are not available on the NHS such as private 
medical certificates, private insurance claim forms and various types of medical examinations to 
name but a few. A list of charges is available on our practice website or available to view in the 
reception area. 
A member of the admin team will inform you of these charges, which follow BMA recommendations. 

Out Of Hours Arrangements/Other Services
GP Out of Hours Services
The NHS East Riding Clinical Commissioning Group (ERYCCG) is responsible for commissioning 
and provision of out-of-hours medical care. If you require urgent medical assistance which cannot 
wait until the surgery re-opens, please telephone 111. Calls to the NHS 111 service are free from 
both landlines and mobiles.
You can also ring NHS111 at any time by telephoning 111 for advice and support. Alternatively 
you can view the information at www.nhs.uk/111. 
If you have a life threatening medical emergency please dial 999.
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NHS Urgent Treatment Centres
If you have an urgent injury or illness that is not serious or life threatening, then the nearest Urgent 
Treatment Centre can offer convenient access to a range of treatments dealing with minor illnesses 
and injuries, rather than going to an A&E department. 
You can walk into an Urgent Treatment Centre, however we always recommend you ‘Talk before 
you walk’ by calling NHS 111.  Where appropriate, a clinical advisor will assess your symptoms, 
decide what medical help you need and advise where you need to go. 

The nearest Urgent Treatment Centres for East Riding of Yorkshire residents are:
Beverley Urgent Treatment Centre, East Riding Community Hospital, Swinemoor Lane, Beverley, 
HU17 0FA 
Bridlington Urgent Treatment Centre, Entrance A, Bridlington Hospital, Bessingby Road, Bridlington, 
YO16 4QP
Goole Urgent Treatment Centre, Goole and District Hospital, Woodland Avenue, Goole, DN14 6RX
8 to 8 Centres
These are different to Urgent Treatment Centres and are designed to provide a range of community 
services for non-urgent and planned care.
8 to 8 Centres are open from 8.00am – 8.00pm, seven days a week.
You cannot walk-in to an 8 to 8 Centre for treatment of minor injuries you have to ring NHS 111 
who will assess your symptoms and give advice on where to go for treatment or arrange an 
appointment for you, if appropriate, at the 8 to 8 Centre.
Depending on where you live in East Riding, the nearest 8 to 8 Centre’s for East Riding of Yorkshire 
residents are:
Driffield 8 to 8 Centre, Alfred Bean Community Hospital, Bridlington Road, Driffield, YO25 5JR
Withernsea 8 to 8 Centre, Withernsea Hospital, Queen Street, Withernsea, HU19 2QB 
Primary Medical Services 
Details of medical services in the area can be obtained from East Riding of Yorkshire Clinical 
Commissioning Group, Health House, Grange Park Lane, Willerby, East Yorkshire, HU10 
6DT, telephone (01482) 650700. Details of local services can also be found on the NHS  
website www.nhs.uk

Carers
Do you look after someone who cannot manage at home without support because of frailty, 
illness or mental and physical disability? If so, you are a carer. We are interested in identifying 
carers, especially those people who may be caring without help or support. We know that carers 
are often “hidden” looking after a family member or helping a friend or neighbour with day to day 
tasks and may not see themselves as a carer. 
We feel that caring for someone is an important and valuable role in the community, which is often a 
24-hour job that can be very demanding and isolating for the carer. We further believe carers should 
receive appropriate support by way of access to accurate information on a range of topics such 
as entitlement to benefits and respite care and not least, a listening ear when things get too much.
If you are a carer, please let the practice know so that we can update our records and refer you, 
at your request, to the nearest Carers Support Service who can provide relevant advice, support 
and information.
‘Carers Identification and referral’ forms are available from the reception. 
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Patient Representative Group (PRG)
The practice is committed to improving the services we provide for our patients and to do this it is 
vital that we hear from people about their experiences, views, and ideas for making services better.  
Being a member of the PRG gives you the opportunity to give your views and keep you up to 
date with developments within the practice.  The PRG also help conduct our annual patient 
satisfaction survey.
If you would like to be involved or would like to suggest areas for discussion within the PRG please 
contact our reception team. 
Application forms are also available to download from our practice website.
Please note the position is voluntary (unpaid).

Complaints Procedure
We always try to provide the best service as possible, but should you have a complaint or concern 
about the service you have received from the practice, please let us know. The following information 
explains our in-house procedure, drawn up to respond to patient grievances.
The practice operates a Complaints Procedure as part of the NHS system for dealing with 
complaints. Our complaints system meets national criteria.
Note: If you make a complaint it is practice policy to ensure you are not discriminated against,  
or subjected to any negative effect on your care, treatment or support.

How To Complain
In the first instance please discuss your complaint, by telephone or in person, with the practice 
manager or office supervisor or alternatively you may put your complaint in writing. The practice 
manager or office supervisor will try to resolve any issues raised and will offer you further advice 
on the practice complaints procedure. If your problem cannot be resolved at this stage and you 
wish to make a formal complaint, please let us know as soon as possible, ideally within a matter 
of days. This will enable the practice to get a clear picture of the circumstances surrounding the 
complaint 
If your complaint is clinical in nature, your doctor will be consulted.
If it is not possible to raise your complaint immediately, please let us have details of your complaint 
within the 12 months of when you first became aware of the problem.
The practice will acknowledge your complaint within three working days and aim to try and resolve 
your complaint within an agreed reasonable timescale; this is known as Local Resolution. Should 
it take longer to resolve you will be contacted with an explanation. Resolution of your complaint 
may require a meeting between complainant and the practice. If a meeting is necessary it will 
be arranged at a time convenient to all parties. You will be then be contacted with the outcome.
When the practice looks into your complaint it aims to:
• Ascertain the full circumstances of the complaint 
• Make arrangements for you to discuss the problem, if you would like this        
• Make sure you receive an apology, where this is appropriate                      
• Identify what the practice can do to make sure the problem does not happen again in the future
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Complaining on behalf of someone else
Please note the Hessle Grange Medical Practice keeps strictly to the rules of medical confidentiality.
If you are complaining on behalf of someone else, the practice needs to know that you have their 
permission to do so.  We will need their written consent, before we can discuss the complaint 
with you, unless they are unable to provide this due to illness or disability.

Complaining to other Authorities  
The practice management team hope that if you have a problem you will use the practice complaints 
procedure. However, if you do not feel able to raise your complaint with the practice, you can 
instead complain to the following bodies:-

•  NHS ENGLAND contact details are: NHS England, NHS Commissioning Board, PO Box 16738, 
Redditch, B97 9PT, email: England.contactus@nhs.net, please write ‘For the attention of the 
Complaints Manager’ in the subject line. Telephone: 0300 311 22 33.

•  PALS (Patient Advice & Liaison Service) contact details are: Patient Relations, Health House, 
Grange Park Lane, Willerby, HU10 6DT, telephone: 01482 672047, 

 email: ERYCCG.ComplaintsAndConcerns@nhs.net

•  ICAS (Independent Complaints Advocacy Service) is a national service that supports people 
who want to make a complaint about their NHS care or treatment. Contact details are: ICA, The 
Community Enterprise Centre, Cottingham Road, Hull, HU5 2DH, telephone: 0808 802 3000, 
email: hullicas@carersfederation.co.uk

If you are not happy with the response from the practice, you can refer your complaint to the 
following body:

•  OMBUDSMAN investigates complaints about the NHS in England. Contact details are: 
Parliamentary and Health Service Ombudsman, Millbank Tower, Millbank, London, SW1P 4QP. 
Telephone: 0345 015 4033, Fax: 0300 061 4000, email: phso.enquiries@ombudsman.org.uk, 
Website: http://www.omudsman.org.uk

‘Complaints’ leaflets are available upon request from the reception. 

Please note:
In the event of a complaint there may be times when the practice may need to provide information 
about the patient, and the treatment they have received, to insurers or legal advisors.

Comments And Compliments
Let the practice know your views
Hessle Grange Medical Practice is always looking for ways to improve the services it offers to 
patients. To do this effectively, the practice needs to know what you think about the services 
you receive. Tell us what we do best, where we don’t meet your expectations plus any ideas 
and suggestions you may have. Only by listening to you can the practice continue to build and 
improve upon the service it offers.

Tell us about our service by:
Leaving a comment or a compliment in our ‘Comments Book’ which is available on the reception 
desk or leave a review on our practice page on the NHS website www.nhs.uk 
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Rights And Responsibilities Of A Patient
Please treat all surgery staff, fellow patients, carers and visitors politely and with respect.

Please attend appointments on time or give the practice adequate notice that they wish to cancel.  

Make a separate appointment for each patient that needs to be seen. This allows the doctor 
enough time to treat each patient with the time that they deserve.

Home visits should only be requested for those who are unable to come to the surgery because 
of serious illness or infirmity. 

When patients are asked to give 48 hours’ notice for repeat prescriptions, please give us this time 
as it is to allow for accurate prescribing. 

Out-of-hours calls (e.g. evenings; nights & weekends) should only be requested if they are felt to 
be truly necessary.

Mission Statement
The Hessle Grange Medical Practice is a long established GP surgery that is committed to provide 
high quality healthcare to all our patients.  

Our Aims And Objectives
Caring for Well-being
To provide our patients and staff with an environment which is safe and friendly

To provide a high quality, safe and professional service to our patients

To focus on disease prevention by offering treatment and care and promoting health and lifestyle 
advice

Respecting All
Treat you with courtesy and respect at all times

Treating all fairly

Work in partnership with our patients, their families and carers towards a positive experience and 
understanding, involving them in decision making about their care and treatment

Working As A Team
Valuing the contribution of each team member

Building a mutually supportive environment

To work in partnerships with other agencies and healthcare professionals

Integrity
Being open and speaking and acting truthfully

Being accountable for our actions

To operate on a financially sound basis

www.hesslegrangemp.co.uk

Learning and Improving
Adapting to change
Building on achievements
Developing our services
Keeping up to date with developments in healthcare by continuing to learn

Clinics And Other Services 
These are provided by the doctors and the practice nursing team. Please contact a member of 
the reception team who will advise you about the correct appointment.  
Many of our health care appointments will be provided within normal surgery times rather than 
fixed clinics.  This is for the convenience of patients as such appointments can be provided on 
every weekday of every week.  However, we do provide the following fixed appointments, which 
are held at the Hessle surgery.

Asthma/COPD Reviews Specialist clinics for asthma and COPD patients are available 
on a weekly basis with the practice nurse team.

Baby/Child Vaccinations These are carried out by the practice nurse team.

Cervical Smear Tests These are carried out by the practice nurse team.

Child Health Reviews

The child development clinic is held weekly and is run by 
Dr O’Sullivan.  
Appointments will be made for you with the doctor for 
developmental checks.

Diabetes Reviews Specialist clinics for diabetic patients are available on a 
weekly basis with the practice nurse team.

Hypertension Reviews
(Blood Pressure)

The positive management of patients with blood pressure 
problems is one of the practice’s highest priorities. These 
clinics are held frequently during the week by the nursing 
team.

New Patient Health Checks
New patients may be asked to undertake a health check as 
part of the registration procedure; these are conducted by 
a Practice Nurse or a Healthcare Assistant.

Travel Vaccinations

Our Practice Nurses can advise you and administer the 
inoculations you may require to travel abroad.  It is best 
to seek advice at least eight weeks before travelling.  
Please note that there may be a  charge for some of these 
vaccinations.

Well Man/Woman Clinics These clinics are held by the practice nurse team. 



Additional Services
The doctors are available for maternity medical services, contraceptive services, family planning 
and minor surgery, by appointment. A full immunisation service and cervical cytology call and 
recall system is in operation.

Surgery Times 
Please note surgery times and locations are subject to change.

The Grange, Hessle Primary Care Centre, 11 Hull Road, Hessle

The Clinic, First Lane, Anlaby (** subject to availabiity)

The Surgery, 50 Church Road, (rear of the Village Hall)   
North Ferriby (** subject to availability)

Doctor O’Sullivan

MON Available

TUE Available

WED Available

THU Available

FRI Available

Doctor Priya

MON

TUE Available

WED

THU Available

FRI Available

Doctor Baré

MON Available

TUE Available

WED Available

THU Available

FRI Available

Doctor Holmes

MON Available

TUE

WED Available

THU Available

FRI Available

Doctor Maguet

MON Available

TUE Available

WED Available

THU

FRI

Clinical Practitioners

MON Available

TUE Available

WED Available

THU Available

FRI Available

Doctor Baré

MON Available**

DAY DOCTOR

WED Maguet**

THU Holmes**
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Let our practice 
publications promote  
your business for you!
To place an eye-catching advertising
feature in our vitally important
Practice Booklets, indispensable
Appointment Cards  
& Website  
simply phone
Veronica Smith
now on 
0800 612 1516

The practice would like to thank the various advertisers who have helped to produce this booklet. However, it must be pointed 
out that the accuracy of any statements cannot be warranted, nor any products or services advertised, be guaranteed or endorsed.

PRACTICE BOOKLETS ARE SPECIALLY PREPARED BY

 Neighbourhood Direct Ltd
Barons Gate, Graceways, Whitehills Business Park, Blackpool, Lancs FY4 5PW   Tel: 01253 608014  Fax: 01253 608015     

Website: http://www.opg.co.uk    Email: info@opg.co.uk

COPYRIGHT WARNING: All rights reserved. No part of this publication may be copied or reproduced, stored in a retrieval system or transmitted in any form or by any means electronic, 
mechanical, photocopy, recording or otherwise without the prior written permission of the publisher.

Need medical help
but it’s not an emergency?
Call 111 for fast access to 
the right care for you

www.nhs.uk/111



Practice Area
The doctors cover the area west of 
the city of the Hull boundary, which 
includes the villages and townships of 
Hessle, Anlaby, Anlaby Common, Kirk 
Ella, Swanland, North Ferriby, Melton 
and Welton.

Surgery Health Centre

Clinic

NORTH FERRIBY

HESSLE

WELTON

SWANLAND
KIRK ELLA

ANLABY

RIVER HUMBER

Practice Booklets are published by Neighbourhood Direct Ltd. 01253 608014 

Useful Telephone Numbers
NHS 111 (Telephone 111, calls are free from landlines and mobiles)
Urgent Treatment Centres and 8 to 8 Centres (Telephone 111, calls are free from landlines and 
mobile) 
Hospitals
Hull Royal Infirmary ............................................................................................... (01482) 328541
Castle Hill Hospital ............................................................................................... (01482) 875875
Other Services
Dove House Hospice .......................................................................................... (01482) 784343
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