Cardigan Health Centre

Complaints Policy

Purpose

It is the aim of Cardigan Health Centre to always provide the best possible service both clinically and
administratively. We will try to ensure that all who comes into contact with the practice are treated with
respect, dignity and compassion. Complaints can sometimes be a result of not meeting patient expectation and
can therefore be stressful and/or disheartening. However, they can also highlight areas which we as a practice
were unaware of and as a result of investigation, it may help us to create a better environment for both
patients and staff.

Complaints investigation lead: Operations Manager, Lisa Owen

Protocol

1. Individual expresses their wish to make a complaint

2. Member of staff explains complaints procedure (informal or formal)

3. In the instance of informal complaints, the staff member manages it as appropriate (no further action may be
required)

4. In the instance of formal complaints, the individual is given a copy of the complaint’s procedure (see
separate document) and a completed copy is returned to the practice (addressed to the Operations Manager)
5. In either instance, if the staff member is alerted to a serious complaint which poses a potentially immediate
threat to patient care, the Operations Manager or a senior member of the clinical team must be alerted as soon
as possible

6. Complaints are investigated by the Operations Manager, along with the appropriate member of the clinical
or admin team

7. All new complaints are reviewed at the next available practice meeting

8. In line with the General Practice complaints process in Wales we will acknowledge the complaint within 7
working days. We aim to provide a full response within 30 working days of receipt of the complaint. However,
should we be unable to complete our investigation and respond within this timeframe, we will inform you of
the reason for the delay and advise when you can expect to receive a response

How to complain
There are two ways to complain:

1. Informal complaint - Most issues can be resolved by having an informal verbal discussion with a member of
staff to see if things can be resolved quickly and before they escalate.

2. Formal complaint - If an informal complaint does not resolve the issue or if you wish to, you can make a
formal complaint in writing. Written complaints can be made using a complaints form which can be obtained
from reception. All written complaints should be addressed to the Operations Manager, Lisa Owen.
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Who can complain

If you cannot make a formal complaint yourself, then you can ask someone else to do it for you. However, due
to patient confidentiality, the person placing the complaint must have the patients’ signed permission to do so.
The patient must complete a third-party consent from, which can be obtained from reception.

When should | complain

Complaints should be made as soon as possible. Complaints should normally be made within 12 months of the
date of the incident that you're complaining about, or as soon as the matter first came to your attention. If it
has been longer than 12 months and there are good reasons for the delay, the complaints team may still be
able to deal with your concern or complaint.

What should I include
You should provide as much information as possible to allow us to investigate your complaint:

1. Your name and contact details (preferably including a contact telephone number)
2. A clear description of your complaint

3. Any relevant times and dates

4. Any names of staff member involved

5. What you would like to see happen as a result of the complaint

6. How you would like to be kept informed

What will happen

It is important to us that you feel involved, listened to and that your complaint is being taken seriously. If the
complaint is clinical, then the investigation will be undertaken in conjunction with a clinician. All complaints will
be acknowledged within 7 working days of receipt. The acknowledgement will inform you of the following:

1. How the complaint is to be dealt with
2. Who will deal with the complaint
3. What the likely timescale will be for the response

When the complaint has been fully investigated and an outcome decided, this will be communicated to the
complainant in writing. The letter will show the following:

1. An explanation of how the complaint has been considered
2. The conclusion reached
3. Any action that has or is to be taken by the practice
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If you are not happy with the outcome of your complaint
There are several ways you can escalate your concerns if you are not happy with the outcome of your
complaint.

Hywel Dda University Health Board patient support services (PALS):
Telephone: 0300 0200 159
Email: hdhb.patientsupportservices@wales.nhs.uk

Online: Using our feedback form (opens in new tab)
Post: (Freepost) Feedback @ Hywel Dda

Llais (Independent statutory body, set up by the Welsh Government)
Government Building

Picton Terrace

Carmarthen

SA31 1BT

Telephone: 01646 697610
Email: westwalesadvocacy@llaiscymru.org

Website: |laiswales.org

Llais cannot respond directly to a complaint, but they can support you in raising your concerns and, if needed,
help you escalate the matter to the Ombudsman after you have completed the complaints process and
received a response.

Alternatively, if you are not satisfied with the health board or Llais’s response, you can refer the matter to the
Parliamentary and Health Service Ombudsman for Wales.

Public Services Ombudsman for Wales
1 Ffordd yr Hen Gae

Pencoed

Bridgend

CF355LJ

Telephone: 0300 970 0203
Website: Public Services Ombudsman for Wales
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