Introduction

The Wye Valley Practice operates a complaints procedure in accordance with the NHS complaints procedure and this information leaflet offers guidance on the most effective way to make your complaint.  

Patients sometimes feel the need to comment on the service provided by the practice and it is hoped that by following the guidance in this leaflet any concerns may be resolved at practice level to the satisfaction of all involved.

Who should I complain to?

The aim of the NHS complaints procedure is to resolve complaints through local resolution and therefore you should in the first instance take the matter up directly with the Practice Manager.  If you feel unable to deal directly with the practice, you may contact the head of Corporate Services at Aneurin Bevan Local Board.  Although the Local Health Board will not be able to investigate your complaint they may be able to provide an independent person (complaints mediator) to help resolve the complaint between you and the practice.

What are the time limits for making a complaint?
Usually the ABHB will only investigate complaints that are either:

· Made within twelve months of the event

· Made within twelve months of realising that you have something to complain about.  However, if a longer period has elapsed but there is a good reason for the delay, tell us anyway we may be able to help.
How should I make my complaint?

You should telephone the Practice Manager as soon as possible after the event has taken place.  Alternatively, you may write to the Practice Manager setting out your concerns and stating what you would like to see happen as a result of making your complaint, for example an apology and/or an explanation.

Who can help me make my complaint?

You may want to ask someone else to complain on your behalf in which case you will need to provide your consent for that person to make your complaint for you.

You can also contact the Aneurin Bevan Community Health Council who employ complaints advocates to support the public through the ABHB complaints procedure:- contact details are 01633 838516 or by email on enquiries.aneurinbevanchc@waleschc.org.uk .
What will happen when I make my complaint?

You will receive a written acknowledgement within 2 working days.  The Practice Manager will investigate your complaint to find out what happened.  If you would like to talk through your complaint with those concerned, ask for a meeting.  You can also ask to see your health records.   
Your complaint will be dealt with in confidence and will only be discussed with those who need to know.  Please be assured that you or your family will not be penalised and your health care will not be affected by making a complaint. 
You will receive a written response within 30 working days.  If this is not possible you will be advised of the reason for the delay.  This process is called local resolution and is the first stage in the NHS complaints procedure.

What if I am not happy with the Local resolution?

If you remain dissatisfied with the response to your complaint you have the right to make a request either directly to the Aneurin Bevan Health Board via the Putting Things Right process or the Public Services Ombudsman. The Aneurin Bevan Health Board is normally the second stage of the NHS complaints procedure and can be made up to a period of 12 months.  If a longer period has passed but there is a good reason for the delay, you can contact them anyway they may be able to help. You will need to write to the Aneurin Bevan Health Board outlining your complaint and telling them why you are not happy with the response.  Your complaint will be looked into by an independent reviewer, who will decide, whether or not, to hold a panel to consider your complaint further. You will need to provide written consent to allow the reviewer to see your complaints file and possibly your medical records.  A separate leaflet explaining the process will be sent to you.
For further information about the independent review process please contact the Head of Corporate Services Dr. Andrew Goodall.
Public Services Ombudsman

If you are not happy with the way your complaint has been dealt with you can write to the Public Services Ombudsman for Wales.  

However the Public Services Ombudsman will not normally become involved unless he is satisfied that:- 
a) the matter has been brought to the attention of the listed authority by or on behalf of the person aggrieved and

b) the authority has been given a reasonable opportunity to investigate and respond to it.
Contacts
Dr Viv Kent, Practice Manager 
Wye Valley Practice

Smithville Close

St. Briavels

Gloucestershire

GL15 6TN

Tel:  01594 530334
vivienne.kent@wales.nhs.uk

NHS Wales (Concerns, Complaints)
Customer Contact Centre:  01495 745 656
Email: puttingthingsright.ABHB@wales.nhs.uk
Writing to: Judith Paget, Chief Executive, 
Aneurin Bevan Health Board, 
St Cadac Hospital
Lodge Road

Caerleon

Newport

NP18 3XQ
The Advocacy Service

Aneurin Bevan Community Health Council
Raglan House, 6-8 William Brown Close
Llantarnam Business Park
Cwmbran, NP44 3AB

Tel:  01633 838516

e-mail: enquiries.aneurinbevanchc@waleschc.org.uk
Public Service Ombudsman for Wales
1 Ffordd yr hen Gae
Pencoed, Bridgend CF35 5LJ
Tel: 0300 790 0203 or 0845 601 0987
website: www.ombudsman-wales.org.uk
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