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Cwmtawe Medical Group adheres to and complies with the NHS Complaints Procedure.

The Practice In House Complaints Procedure

The General Practitioners and Staff at Cwmtawe Medical Group want to provide any patient with a good service. However, sometimes things do go wrong, and the patient may want to complain, or maybe just tell someone about their concerns or suggest improvements.

If a patient has a suggestion, we would be pleased to hear this. Equally if a patient wishes to raise a matter of concern, without making a formal complaint, they could ask to speak to the Practice Manager.

Suggestions, compliments and complaints will help the practice in providing a better service (see Annex 1).

Patients should be assured that all comments and complaints are and will be handled with complete discretion and that confidentiality is paramount, and is maintained at all times. All information regarding a complaint is handled in compliance with the Data Protection Act. 

Where the investigation of the complaint requires consideration of the patient’s medical records, the Complaints Officer must inform the patient or person acting on his/her behalf, if the investigation will involve disclosure of information contained in those records to a person other than the Practice or an employee of the Practice.  The Practice must keep a record of all complaints and copies of all correspondence relating to complaints, but such records must be kept separate from patients’ medical records.

If a patient is unable to make a complaint themselves, anyone acting on their behalf would need to have their written authority/consent. Where a patient is unable to give consent, the practice would require evidence that they are the next of kin, or have their agreement, before the practice could proceed with the complaint procedure. 

Where the patient is a child, only a parent or other person who has legal responsibility for the child may make a complaint on the patient’s behalf.

We would also like to assure any patient and their families, that by making a complaint, they will not be penalised, nor would healthcare be adversely affected by making a complaint. 

The aim of the complaints procedure is to resolve problems locally whenever possible. If the patients remain dissatisfied, they may request an Independent Review of their complaint, by contacting the Local Health Board, The Community Health Council (CHC) or the Public Services Ombudsdman for Wales.
How the patient makes a complaint
If a patient decides to make a formal complaint, letters should be addressed to the Practice Manager or Senior Partner.

The Practice will then 

· Acknowledge receipt of the complaint, normally within 2 working days.

· Investigate the complaint.

· Offer to meet with the complainant to discuss the matter in more detail, if appropriate.

· Offer a full, written explanation within 30 working days. If for any reason information is unavailable in that timescale, we will keep you informed of the reasons for delay

Out of Hours Complaints

Swansea Bay University Health Board became responsible for the Out of Hours contractor in September 2004. Therefore, any complaints of the Out of Hours Scheme should be directed to the SBUHB.
SBU Health Board Headquarters

1 Talbot Gateway

Baglan Energy Park

Port Talbot

SA12 7BR

Telephone: 01639 683363/683316

Email: SBU.complaints@wales.nhs.uk
Patients are also able to obtain a copy of a leaflet: Putting Things Right.  Raising a concern about the NHS from 1st April 2011.  This leaflet is for patients and sets out the criteria for complaints and how to go about having advice or making formal complaints.  
NHS Wales complaints and concerns: Putting Things Right | GOV.WALES.
https://www.gov.wales/nhs-wales-complaints-and-concerns-putting-things-right
Help with your concern

The Community Health Council/’Llais’ is independent of the NHS and can offer help, advice and advocacy. A patient can find their local Community Health Council by contacting:

Telephone: 02920 235 558
E-mail: enquiries@llaiscymru.org
Web address: https://www.llaiswales.org/
What you can do next

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 the opportunity to improve our Practice.

If you still remain dissatisfied with the responses to your complaint, you have the right to ask the Public Services Ombudsman for Wales to review your case (see below).

Contact Details:

Public Services Ombudsman for Wales:

1 Ffordd yr Hen Gae,

Pencoed

CF35 5LJ

Tel: 0845 601 0987 / 0300 790 0203
E-mail: ask@ombudsman-wales.org.uk
Web address:  www.ombudsman-wales.org.uk
Annex 1
Patient Complaints and Suggestions
The Practice adheres to the NHS Complaints procedure in regard to patient’s complaints. Some patients put their complaints in writing and an investigation into the incident or concern is initiated forthwith. Hopefully, a satisfactory conclusion can be reached between both parties. However, if this is not the case then the complainant is entitled and informed that the complaint can be passed on for an Independent Review application. 

Some patients prefer to telephone or contact the Practice with a concern or suggestion, but do not wish to meet with the practice, merely to pass on an observation or suggestion, which might improve or help a particular system. 

Partners Meetings / Educational Meetings – Complaints or Significant Events

During Partners and Educational meetings, the Partners, Practice Manager and other clinicians will discuss patient complaints, issues or suggestions that may have been given to a Partner or the Practice Manager. The Partners meet weekly to discuss practice issues and other matters such as the above. Positive actions have developed from discussing complaints, some systems have been changed and individual attitudes have been improved following full discussion. They have proved to be a strong learning tool.

Significant Events are also discussed in a similar fashion at Partners / Educational meetings which also includes other members of staff. The Practice Manager records Significant Events and saves them onto the computer system, this provides the General Practitioners easy access to previously discussed cases etc. During these meetings systems are scrutinised and all parties discuss individual management of patient’s case. 
Sometimes like complaint issues, if it is felt that a particular system isn’t working, or could be improved, this can be looked at and amended. Likewise, it may be reassurance that a system or an individual is successful and this bolsters confidence in that person or system. Again, this has been a strong and interesting learning tool for all parties. All SEA are put into each GP’s appraisal portfolio.

Receptionist Meetings

The Practice Manager and Officer Manager regularly meet with the Reception Staff to discuss complaints or concerns. Any changes or suggestions from the Partners are fed to the Reception Staff and they are able to contribute back likewise to the Partners. Or if they are aware of any problems, this again provides a useful system of recognising a potential problem or situation.

Complaints Recording

All complaints are recorded fully in a complaints folder by the Practice Manager, and a report is sent to Swansea Bay University Health Board, Swansea division each quarter, on receipt of the quarter report request. 

Consent Form A
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Consent form

To be used when the patient is not the complainant

Full Name
___________________________________________

Address
___________________________________________


___________________________________________

Date of Birth
__________

I hereby authorise

Name of person 
____________________________________________

Making complain:

Address (if different)
___________________________________________

___________________________________________

To act on my behalf and to receive any and all information that may be relevant to my complaint.

I hereby agree that my health records and any personal information can be used in the investigation of my complaint. I understand that access to my records and personal information will be limited to what is relevant to the investigation of the complaint and will only be disclosed to people who need to know it in order to investigate my complaint.

Signature of patient
____________________

Date
__________

Consent Form B
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Patient Consent Form

Full Name of Patient ___________________________________

Address                   ___________________________________

                              ___________________________________

Date of Birth            ___________

I hereby agree that my health records and any personal information can be used in the investigation of my complaint. I understand that access to my records and personal information will be limited to what is relevant to the investigation of the complaint and will only be disclosed to people who need to know it in order to investigate my complaint.

Signature of Patient  __________________________________

Date                        ___________
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80 High Street, Clydach. SA6 5LN. (Clydach Primary Care Centre) Tel: 01792 843831
65 Sway Road, Morriston. SA6 6JA. (Sway Road Surgery)  Tel: 01792 773150 (Appts) / 771392

48 Sway Road, Morriston. SA6 6HR. (New Cross Surgery) Tel: 01792 771419
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