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Llandaff & Pentyrch Surgery 

COMPLIMENTS SUGGESTIONS AND COMPLAINTS
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PATIENT INFORMATION LEAFLET

Do you have suggestions about how we can provide a better service? Your suggestions, compliments or complaints will help us to improve the service we offer.

The clinical and support staff at Llandaff & Pentyrch Surgery aim to give you a good service. However, sometimes things do go wrong and you may want to complain or you may just want to tell us about your concerns or suggest improvements. All NHS organizations have a complaints procedure and at Llandaff & Pentyrch Surgery we operate a Practice complaints procedure as part of the NHS system for dealing with complaints. This leaflet tells you what to do if you have a complaint or concern about the service you have received from the Practice.

We hope that most problems can be sorted out easily and quickly, often at the time they arise and with the person concerned. In the first instance, please talk with the staff member who provided you with the service that you are concerned about. (If you are not sure who to speak to, please ask the receptionist). Often they will be able to deal with the problem straight away. If your problem cannot be sorted out this way and you wish to make a complaint, please let us know as soon as possible to enable us to establish what happened more easily. Usually, in line with NHS procedure, we will only investigate complaints that are:

· made within six months of the incident that caused the problem or
· made within six months of you discovering that you have a problem, provided this is within twelve months of the incident.

Complaints should be addressed to the Practice Manager, Mrs Tracey Enright who will acknowledge your complaint within two working days and aim to provide a response within thirty working days.

A complaint letter need not be long or detailed but it should include:

· who or what you are complaining about, including the names of staff if you know them
· where and when the events of the complaint happened. If you are complaining about several matters, make it clear which are the most important ones.
· what, if anything, you have already done about the issues.
· what you would like from the complaint (for example, an apology or an explanation, or changes to services).

If you want advice there are people to give you help with what can be a complicated system. You can ask for advice and support from your local Community Health Council who provide a free independent advice and advocacy service. 

Cardiff & Vale of Glamorgan Community Health Council 

Telephone: 029 2075 01112
Email: Cavog.advocacy@waleschc.org.uk
www.communityhealthcouncils.org.uk/cardiffandvale

If you do not feel your complaint has been satisfactorily dealt with either by the
practice or the Local Health Board it can be referred to Public Services Ombudsman for Wales:

Public Services Ombudsman for Wales
1 Oldfield Road
Pencoed
Bridgend
CF35 5LJ

Telephone 0300 790 0203
Website: www.ombudsman-wales.org.uk


Putting Things Right leaflet for further help

http://www.wales.nhs.uk/sites3/docopen.cfm?orgid=932&id=305171




