PATIENT INFORMATION LEAFLET

Practice Complaints Procedure

If you have a complaint or concern about the service you have received from the Doctors or any of the staff working in this Practice, you are entitled to ask for an explanation. We operate a Practice Complaints Procedure as part of a NHS system for dealing with complaints.  Our complaints system meets national criteria.  This procedure does not deal with matter of legal liability or compensation. In some cases the in-house procedure is not an appropriate form of investigation, in which case you will be referred to the appropriate authority. 
This procedure does not affect your right to make a formal complaint to the Public Services Ombudsman for Wales or Local Health board if you wish. Nor does it affect your right to seek compensation in law. 

How to complain

We hope that most problems 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 make a complaint, we would like you to let us know as soon as possible – ideally, within a matter of days or at most a few weeks – because this will enable us to establish what happened more easily.  If it is not possible to do that, please let us have details of your complaint:
· Within 6 months of the incident that caused the problem; or 

· Within 6 months of discovering that you have a problem, provided this is within 12 months of the incident. 
Complaints should be addressed to David Pickering, Practice Manager, or any of the Doctors.  Alternatively, you may ask for an appointment with Dr SA Jenkins in order to discuss your concerns.  He will explain the complaints procedure to you and will make sure that your concerns are dealt with promptly.  It will be a great help if you are as specific as possible about your complaint.  

What we shall do

We shall acknowledge your complaint within two working days and aim to have looked into your complaint within ten working days of the date when you raised it with us.  We shall then be in a position to offer you an explanation, or a meeting with the people involved.  When we look into your complaint, we shall aim to: 

· 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 you receive an apology, where this is appropriate;

· Identify what we can do to make sure the problem doesn’t happen again

Complaining on behalf of someone else
Please note that we keep strictly to the rules of medical confidentiality.  If you are complaining on behalf of someone else, we have to know that you have their permission to do so. We cannot provide confidential information without appropriate authority if you are not the patient in question (unless they are incapable because of illness of providing this.)  

Complaining to the Local Health Board

We hope that, if you have a problem, you will use our Practice Complaints Procedure.  We believe that this will give us the best chance of putting right whatever has gone wrong and an opportunity to improve our Practice.  But this does not affect your right to approach the Local Health Board, if you feel you cannot raise your complaint with us or you are dissatisfied with the result of our investigation, you should contact the Local Health Board, Head of Corporate Services: 

Habiba Lewis

Patient Complaints Administrator

Carmarthenshire Local Health Board

Unit 5, Parc Dafen

Heol Cropin

Llanelli

Carms

SA14 9FU

Tel: 01554 744400

You may also like to contact the Community Health Council for help – their address and telephone number is as follows: 

Dyfed Federation of Community Health Councils

103 Lammas Street

Carmarthen

SA31 3AP

Tel: 08456 650763 

A copy of our complaint form is enclosed. You do not have to use it, if you prefer to set out your complaint in your own way. We can help you write down your complaint if you feel that you need help to do so. Please do not hesitate to contact David Pickering, Practice Manager, Brynteg Surgery, Brynmawr Avenue, Ammanford, SA18 2DA.
Your complaint will then be investigated by someone in the practice. It is likely that as a first step, the investigator will contact you directly to make sure that he or she fully understands the complaint. The investigator will then interview appropriate members of the practice staff and may inspect relevant documents.
At the conclusion of the investigation your complaint will be discussed with you in detail.
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NHS complaints: what happens if you are still not happy?

Once your complaint has been fully investigated by the Trust, local health board or family health services practitioner, and you have received a response, if you are not happy, there are two ways in which your complaint could be dealt with further.  The two processes are different and so you are advised to read this leaflet to help you make your choice.  You can also contact the people listed at the end of the leaflet if you would like further information:


You can ask for an independent review of your complaint by contacting the Independent Complaints Secretariat for your area.  The contact details are shown below.  A separate leaflet explaining the process will be sent to you, but briefly the process works as follows.

Review
A trained, independent lay person, called a reviewer, will receive all the documents relating to your complaint.  With advice from another lay person and a clinical advisor if necessary, the reviewer will decide if there is anything more that can be done locally to resolve your complaint, or whether an independent panel should be held to look at your complaint in more detail.  The independent person will let you have their decision in writing.  

Panel
An independent panel may be set up to investigate your complaint if the reviewer considers that a further investigation is likely to find out more information about what happened or because your complaint has not been adequately investigated locally.  If a panel is held, you would have the opportunity to put your care, in person, to the panel, which is made up of three independent lay people.  Independent clinical assessors will advise the panel, but are not members or the panel.  If a panel is held, a report will be produced which makes recommendations on how the organization can improve.  Panels may suggest in appropriate circumstances that NHS bodies should consider modest financial compensation, particularly if the complainant has suffered financial loss.  

If you are not satisfied after either the review of panel stages, you can complain to the Public Services Ombudsman for Wales.  

Alternatively, where the treatment or care complained about was received on or after 01 April 2006, you can choose not to request an Independent Review but to take your complain directly to the Public Services Ombudsman for Wales.  The contact details for the Ombudsman are shown below.  

The Ombudsman does not have to investigate your complaint but will normally do so unless it appears trivial or plainly unfounded.  If he accepts your complaint, one of his investigators will make contact with you and may ask to come and see you.  The investigator will look at medical records and other documentary evidence, and may interview NHS staff involved.  Clinical advice will be provided in the first instance by the professional advisors, if the Ombudsman considers it necessary, he will appoint expert external assessors to advise on the clinical aspects of your complaint.  An investigation report will be produced and if your complaint is upheld by the Ombudsman, he will tell the organization concerned what he thinks it should do to put matters right.  Where appropriate, this may include financial compensation.  

If you decide to ask the Ombudsman to investigate, you cannot subsequently request an Independent Review of your complaint, even if the Ombudsman decides not to investigate it.  

 

Independent Complaints Secretariat

Mid and West Wales


South Wales


North Wales

PO Box 2



PO Box 21


PO Box 125

Brecon




Cardiff



Mold
Powys 




CF10 2ZR


CH7 1WH

LD3 OXR



Tel: 02920 402262

Tel: 01352 700227

Tel: 01874 712748


Fax: 02920 402398

Fax: 01352 754649

Fax: 01874 712756

Public Services Ombudsman for Wales

1 Ffordd Yr Hen Gae

Pencoed

CF35 5LJ

Tel: 01656 641150 

Website: www.ombudsman-wales.org.uk
COMPLAINT FORM

COMPLAINANT’S DETAILS

NAME..............................................................................................................................................

ADDRESS.......................................................................................................................................

.........................................................................................................................................................

CONTACT TELEPHONE NUMBER...........................................................................................

PATIENT DETAILS  (IF DIFFERENT FROM ABOVE)

DATE OF BIRTH..........................................................................................................................

NAME............................................................................................................................................

ADDRESS.....................................................................................................................................

.......................................................................................................................................................

SUMMARY OF THE COMPLAINT (I.E. WHAT IS IT THAT YOU MOST WISH TO COMPLAIN ABAOUT?

DATE.............................TIME..............................PLACE...............................................................

FULL DESCRIPTION OF EVENTS (I.E. THE FACTS AND SURROUNDING CIRCUMSTANCES GIVING RISE TO YOUR COMPLAINT)
WHERE THE COMPLAINT IS NOT THE PATIENT
I …………………………………………………….. hereby authorise the above complaint to be made and I agree that members of the Practice staff may disclose (in so far as it is necessary to do so to answer the complaint) confidential information about me with which I have provided them. 
PATIENT’S SIGNITURE ……………………………………..

DATE …………………………………………………………..
COMPLAINTS ABOUT NHS


CARE & TREATMENT





1. 	An Independent Review





2. 	Investigation by the Ombudsman





Contacts








