Concerns process - Corwen House Surgery 

Listening to People NHS Wales complaints process (which replaced Putting Things Right for concerns raised from 1 April 2026)

Listening to People
A new way to raise concerns about your NHS care
If you are unhappy with any treatment you have received, we want to listen to you.
The NHS in Wales has introduced a new complaints process called Listening to People. It is designed to make it easier to raise concerns, ensure you are listened to, and help improve NHS services.
What happens when you raise a concern?
1. We will listen to you
· We will acknowledge your concern promptly within 5 working days .
· You will be offered a Listening Discussion. This can take place by telephone, video call or face-to-face, depending on what works best for you.
· During this discussion, we will listen to your experience, understand what matters to you, and discuss the outcome you are hoping for.
2. We will try to resolve your concern quickly
· Where possible, we will agree actions to resolve your concern within 10 working days of acknowledging it.
· Many concerns can be resolved at this early stage without the need for a formal investigation.
3. If further investigation is needed
· If your concern cannot be resolved quickly, it will move to a formal investigation.
· We will agree a timescale with you and keep you updated throughout the process.
· We will explain our findings in clear, easy-to-understand language.
What you can expect from us
We are committed to:
· Treating you with dignity, respect and compassion.
· Listening carefully to your concerns.
· Being open and honest if something has gone wrong.
· Keeping you informed throughout the process.
· Learning from your experience to improve our services.
Support is available
If you would like help raising a concern or making a complaint, independent advocacy is available through Llais, who can provide free advice and support throughout the process.
When should I raise my concern?
You should normally raise your concern within 12 months of the event happening, or within 12 months of becoming aware that there was a problem.

Please email you concern to mena.britto@wales.nhs.uk or phone the surgery on 01286880336 .
