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How to Raise a Concern or Complaint
Patient information leaflet
Complaints Lead: Rebecca Cooper, Practice Manager
Escalation: Michele Richards
GP Partner oversight: Dr Majd Jadoon
Your voice matters
We welcome concerns, complaints, compliments and feedback. Raising a concern helps us improve care for everyone. You will not be treated differently because you have raised a concern or complaint.
Raising a concern will not affect your care or how you are treated by the practice.
How to raise a concern
Speak to any member of staff.
Ask to speak to Rebecca Cooper, Practice Manager and Complaints Lead.
Telephone the practice.
Write to us.
Email us.
Use the practice website.
Ask Llais or an advocate to support you.
What happens next
	Area
	Requirement / Bryngwyn approach

	Acknowledgement
	We will acknowledge your concern no later than 5 working days after we receive it.

	Listening discussion
	We must offer you a listening discussion so we can understand what happened, the impact on you, your communication needs and what you would like to happen next. You do not have to take part if you do not want to.

	Named contact
	Rebecca Cooper, Practice Manager, will usually be your named contact unless we tell you another named contact in writing.

	Early resolution
	If it is safe and appropriate, and you agree, we may try to resolve the concern within 10 working days from acknowledgement.

	Formal review
	If the concern needs formal investigation, we will give you a realistic expected completion date and keep you updated. 30 working days is the default timescale if no different date has been communicated.


Support and accessibility
You can ask for communication in Welsh.
You can ask for an interpreter, reasonable adjustments, large print or another accessible format.
You can ask someone to support you, such as a family member, carer, advocate or friend.
Llais provides free independent support for NHS concerns in Wales: 02920 235 558, www.llaiswales.org.
Contact
	Area
	Requirement / Bryngwyn approach

	Single point of contact
	Rebecca Cooper, Practice Manager

	Escalation
	Michele Richards

	Telephone
	01633 263463

	Email
	enquiries.w93046@wales.nhs.uk

	Address
	Bryngwyn Surgery, 4 and 6 Bryngwyn Road, Newport, NP20 4JE

	Website
	www.bryngwynsurgery.co.uk


Still unhappy?
If you remain dissatisfied after receiving our final response, or if there are significant delays, you may contact the Public Services Ombudsman for Wales: 0300 790 0203, www.ombudsman.wales.
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