If you are dissatisfied with the outcome
You have the right to approach the Public Health Service Ombudsman for Wales. The contact details are:

The Public Health Services Ombudsman for Wales
1 Ffordd yr Hen Gae
Pencoed
CF35 5LJ
Tel:    0300 790 0203
Website: www.ombudsman-wales.org.uk

You may also approach your Llais (formally the Community Health Council) for help or advice;

Llais provides confidential advice and support, helping you to sort out any concerns you may have about the care we provide, guiding you through the different services available from the NHS. 
By phone on: 029 2075 0112 
Email: cardiffandvaleenquiries@llaiscymru.org 
Or in writing to:
Llais Cardiff
Welsh Government Buildings
Cathays Park

King Edward VII Drive

Cardiff

CF10 3NQ

   ST ISAN’S ROAD SURGERY


   Procedure for dealing with patient concerns
   ‘Listening to People’ – Short Leaflet
(for the full guidance and an easy read leaflet please visit our website www.stisanroadsurgery.co.uk)
   This leaflet will explain how to express any concerns       

   you may have about the service we provide.
   Our aim is to provide the very best care and    

   treatment and it is important that we welcome  

   comments and learn from people’s experiences.  
   Sometimes things might not go as well as expected 
   and, when that happens, we need to look at what 
   went wrong so that we can improve our service.

   If you have a concern about the service you have 
   received from doctors or staff working at this  

   practice, please let us know.

Tel: 029 20612 333

Email: enquiries.w97053@wales.nhs.uk

Raising your concern
Most problems can be sorted out quickly and easily, often at the time they arise with the person concerned and this may be the approach you try first.

Where you are not able to resolve your concern in this way and wish to raise a formal concern, you should do so, preferably in writing, as soon as possible after the event and ideally within a few days, as this helps us to establish what happened more easily. In any event, this should be:

Within 12 months of the incident, 

or within 12 months of you discovering that you have cause for concern, 

Please give as much detail as you can.

If you are a registered patient you can raise a concern about your own care. You are not able to raise a concern about someone else’s treatment without their written authority. See the separate section in this leaflet.
You can raise your concern with our Practice Manager Miss Claire Baker 

· By speaking to her in person, if available
· By phone on 029 2051 9000
· By email at 
        claire.baker3@wales.nhs.uk
· Or by letter addressed to the surgery 

St Isan Road Surgery

46 St Isan Road

Heath

Cardiff
CF14 4UU
What we do next

We aim to resolve concerns as soon as possible.

We will acknowledge receipt of your concern within 5 working days and aim to have looked into the matter and respond to you within 30 working days. 
In response to your concerns, you will be offered an in-person ‘listening discussion’.  This is your opportunity to explain what happened and what matters most to you.

We understand that retelling experiences can be distressing. You only need to share what you feel able to. Staff should work sensitively with you to avoid unnecessary repetition. You may:
· bring a friend, family member or advocate 
· ask for reasonable adjustments or language support  
· take breaks or pause the discussion if needed


When the investigations are complete, a final response will be sent to you.

Where your concern involves more than one organisation (e.g. social services) we will liaise with that organisation so that you receive one coordinated reply. We may need your consent to do this. Where your concern has been sent initially to an incorrect organisation, we may seek your consent to forward this to the correct person to deal with.

The final response letter will include details of the result of your concern and also your right to escalate the matter further if you remain dissatisfied with the response.

   Raising a concern on behalf of    

   someone else

   We keep to the strict rules of medical and personal 
   confidentiality. If you wish to raise a concern and are     
   not the patient involved, we will require the written
   consent of the patient to confirm that they are
   unhappy with their treatment and that we can deal     
   with someone else about it. 

   Where the patient is incapable of providing consent   
   due to illness or accident it may still be possible to   
   deal with the concern. Please provide the precise 
   details of the circumstances which prevent this in 
   your covering letter.

   Please note that we are unable to discuss any issue 
   relating to someone else without their express
   permission, which must be in writing, unless the   
   circumstances above apply.

   We may still need to correspond direct with the 
   patient, or may be able to deal direct with the third   
   party, and this depends on the wording of the  
   authority provided.

What if you don’t want to direct your concern to your GP Practice

If you would prefer not to contact us directly, you can ask your health board to do so.

Each health board or trust has their own concerns team. Cardiff &Vale Concerns team can be contacted on 029 2183 6318 or you can email concerns@wales.nhs.uk 

