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COMPLAINTS PROCEDURE

In line with the introduction of ‘Listening to People’ formerly Putting Things Right’ within the NHS, we have our own practice-based complaints system for dealing with patient complaints.  The attached leaflet provides information on raising a concern about the NHS in Wales.

We would like to think that patients at this surgery feel free to make comments, observations and criticisms about the way we work.  We welcome feedback from you to enable us to improve the service we offer to you.  This can be done informally to any member of the practice team or by leaving a note with the receptionists.  Please feel reassured that all comments (positive or negative) are taken seriously and acted on where necessary.

How to raise a concern about the practice: -

We hope that most issues can be sorted out easily and quickly, often at the time they arise and with the person concerned.  If your problem cannot be sorted out in this way and you wish to raise your concern formally, we would like you to let us know as soon as possible – ideally, within a few days.  This will enable us to establish what happened more easily, while events are fresh in everybody’s minds.  If this is not possible then you should ensure that we know the details of your concern: -

	within 6 months of the incident causing the problem

OR

Within 6 months of finding out that you have a problem, but this must be within 12 months of the original incident	

Formal concerns should be addressed to: -

	Practice Manager
	Meddygfa Canna Surgery
	27 Wyndham Crescent
	Canton
	Cardiff CF11 9EE
	Email: receptionist.w97296@wales.nhs.uk

To put across your concern in a concise manner, we would ask that this be made in writing.  However, we understand that this may not always be possible and will accept details verbally or by email.

Alternatively, you may wish to make an appointment with the Practice Manager to discuss your concerns.  The Practice Manager will explain the procedure to you and will ensure that your concerns are dealt with promptly and courteously.  It will be of great assistance to all if you can be as specific as possible when making your complaint.

What we shall do:

We shall acknowledge receipt of all concerns within 2 working days.  We will aim to have investigated your concern within 10 working days of the date you raised it with us.  If we are unable to complete our enquiries within this timeframe (e.g. a person concerned is away) then we shall inform you of the delay and the reasons behind it. We will always aim to resolve all matters as quickly as possible.  When we investigate your concern, we shall aim to:

· Offer a listening discussion within 5 days of receipt of the concern, either by telephone or in-person.
· find out what happened and what went wrong
· make it possible for you to discuss the problem with those concerned, if you would like this
· make sure that you receive an apology where this is appropriate
· identify what we can do to ensure that this problem does not happen again

Raising a concern or issue on behalf of someone else:

Please note that we keep strictly to the rules of medical confidentiality.  If you are raising a concern on behalf of someone else, we must know that you have their permission to do so.  A note signed by the person concerned will be needed, unless they are incapable (because of illness) of providing this.

Concerns to the Health Authority

We hope that if you have a problem, you will use our practice procedure as outline above.  We believe that this will give us the best chance of putting right whatever has gone wrong and an opportunity to improve our practice.  This will ensure that your concern received the prompt attention it deserves, with minimum inconvenience to yourself.  If you feel that you cannot raise your concern with us or if you are dissatisfied with the result or outcome of our investigation, then you have the right to approach the Health Board. You should address your concern to: -

	Cardiff & Vale University Health Board
	Concerns Team
	Woodland House
	Maes y Coed Road
	Llanishen
           Cardiff    CF14 4HH

Telephone: 029 21836318 or 02920 744095
Email: concerns@wales.nhs.uk

If you need help to make your complaint, or for advice, you may wish to contact Llais (formerly Cardiff & Vale Community Health Council) at:-

	Llais (formerly Cardiff & Vale Community Health Council)
	Crown Way, Cathays Park, Cardiff.  CF10 3NQ  

	Telephone (02920) 235558
	Website: www.llaiswales.org
	Email: enquiries@llaiscymru.org

If you still unhappy with the outcome of your concern, you can contact the Public Services Ombudsman for Wales at:-

         	The Public Services Ombudsman for Wales
	1 Ffordd yr Hen Gae
	Pencoed
	CF35 5LJ
	           
0300 790 0203
Website: ombudsman.wales
           Email: ask@ombudsmen.wales


























Complaint/Comment/Suggestion Form


Person making complaint:

Name:

Address:




Contact Telephone Number:

Are you a patient at the surgery             YES/NO
(Note we will need consent to discuss matters with you)

Details of the complaint























Do you wish to be contacted regarding the above issue (s)           YES/NO

*Delete as appropriate
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