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COMPLAINTS PROCEDURE
We want all our patients to feel listened to, respected and cared for. If you have a concern or are unhappy about any aspect of your care or experience, please tell us. 
How can I raise a concern?
Speak to us in person at reception, by telephone, letter or email. You do not need a special form. Any member of the practice team can take your concern and pass it to the appropriate person.
EMAIL; cwmbranadmin@goodwinpartnership.co.uk
TELEPHONE; 01633 482884
WRITE; Goodwin Dental Practice, Fairwater Square, Fairwater, Cwmbran, NP44 4TA.
Who deals with complaints?
Complaints Manager: Dr Jessica Anthony Practice Manager: Mrs Leanne Davies.
They may coordinate your concern and, where possible, help resolve it. If your concern is about a particular clinician or your clinical care, it may normally be referred to that clinician. Tell us if you do not want this to happen.
For NHS-funded dental care, we follow the NHS Wales Listening to People complaints process.
What happens when I raise a concern?
1. We listen: We will listen to what happened and what matters most to you. You will be offered a Listening Discussion, face to face, by telephone or online where appropriate.
2. We try to resolve it: Where appropriate, we will use Early Resolution. This may include an explanation, apology, correcting an error, arranging follow-up or another appropriate change. This should normally be completed within 10 working days of acknowledgement.
3. If it cannot be resolved: The concern will be formally investigated. We will explain how it will be handled and the expected timescale. Formal investigations may have an agreed timeframe of 30, 60, 90 or up to 120 days, depending on the nature and complexity. We will keep you informed of significant delays.
How quickly will you acknowledge my concern?
For NHS-funded care, we will acknowledge your concern within 5 working days, explain what happens next and provide appropriate contact details.
Can someone help me make a complaint?
Yes. You can get free and independent complaints advocacy from Llais. Llais can help you understand the process, raise your concern, prepare for meetings and support you during the process.
Can I have communication support?
Yes. Tell us if you need Welsh language support, interpretation, large print, Easy Read information, support because of a disability or communication difficulty, or another reasonable adjustment. 
How long do I have to make a complaint?
For NHS-funded care, you should normally raise your concern within 12 months of the event or of becoming aware of the issue. It is always best to raise concerns as soon as possible.
What if I am still unhappy?
We will always try to resolve your concern locally. If you remain dissatisfied after the NHS complaints process is completed, you can contact;
Llais – free independent complaints advocacy and support for people raising concerns about NHS care in Wales.
Public Services Ombudsman for Wales – independent route for people who remain dissatisfied following the NHS complaints process. Telephone: 0300 790 0203. Email: ask@ombudsman.wales.
Aneurin Bevan University Health Board Listening to People Team: 01633 499040; ABUHB.ListeningToPeople-Complaints@wales.nhs.uk.
Healthcare Inspectorate Wales (HIW) – feedback and concerns about healthcare services in Wales: 0300 062 8163; hiw@gov.wales.
General Dental Council (GDC) – serious public protection concerns about dental professionals: 020 7167 6000.

Private dental treatment
[bookmark: _GoBack]Concerns about private dental treatment are dealt with through our practice complaints procedure rather than the NHS Wales Listening to People process. If you remain dissatisfied after we have investigated your complaint, you may contact the Dental Complaints Service, which provides an independent service for complaints about private dental care.
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