Bron Derw Medical Centre patient information on Comments, complaints and suggestions

Comments and suggestions—
We have acomments boxplaced onthereceptiondesk. Please askamemberof the reception staff for
further details.
Making a complaint
If you have any complaints or concerns about the service that you have received fromthe doctors or staff
working for this practice, pleaselet us know. Wehope that most problems can be sorted out easily and
quickly, often atthe time they arise and with the personconcerned. If your problem cannot be sortedoutin
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 usto establish what happened more easily. If itis not possible to do that, please let us have details of
your complaint:
¢ Within 6 months of the incident that causedthe problem; or
¢ Within 6 months of discovering that you have a problem, provided that is
within 12 months of the incident.
The Practice Manager Mrs Sian Lewis will be pleased to deal with any complaint. Theywill explainthe
procedureto you and make sure that your concerns are dealt with promptly. You can make your complaint:

e In person—askto speak to Chloe Owen, ReceptionTeam Leader as first point of call, or MrsSian

Lewis the Practice Manager

e In writing—some complaints may be easier to explain in writing - please give as
much information as can, thensend your complaint to the practice for the attention of Mrs Sian Lewis
Practice Manager assoon as possible.
What we shalldo?
Our complaints procedure is designed to make sure that we settle any complaints as quickly as possible.
We shall acknowledge your complaint within 2 workingdays and aim to have lookedinto your complaint
within 30 working days of the date whenyou raisedit with us. We shall then be in a position to offer youan
explanation, or a meeting with the peopleinvolved.
When we look into your complaint, we shall aim to:
¢ find out what happened and what went wrong
¢ make it possible for youto discuss the problemwith those concerned, if you wouldlike this.
¢ make sure you receive an apology, where appropriate
¢ identify what we can do to make sure the problem doesn’t happenagain.
Atthe end of the investigation your complaint will be discussed with you in detail, eitherin personorin
writing.
Complaining on behalf of someone else?
Please note that we keepstrictlyto the rules of medical confidentiality. If you are complaining on behalf of
someone else, we have to know that you have his or her permission to do so. A note signed by the person
concerned will be needed, unless theyare incapable (because of iliness) of providing this.
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 usthe bestchance of putting right whatever has gone wrong and the opportunityto improve our practice.
However this does not affect yourright to initiate an independent review if you are dissatisfied with the
outcome. The Independent Review Secretariat Wales undertakes
thisrole (see below) . If you remain dissatisfied with the responses to your complaint under the first 2 stages,
you have the right to ask the Public Services Ombudsman for Wales to review your

a: 03007900203 (callsarecharged atalocal rate)

E-mail ask@ombudsman-wales.org.uk.

Postal address: Public ServicesOmbudsman for Wales, 1 Ffordd yr Hen Gae, Pencoed CF355L)
Website address: www.ombudsman-wales.org.uk

Community Health Council 01248679284 admin@waleschc.org.uk
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