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Complaints Procedure

1. At the Vale of Neath Practice, our aim is, of course, to provide the
best services for our patients, and to continue the well
established fradition of a very low requirement for complaints.

2. If, however, you are dissatisfied with any aspect of the service or
treatment provided, we would be grateful if you could bring this
to the attention of the person dealing with you.

3. After doing this, if you still feel you need to pursue a complaint
formally, please follow the procedure below:

a) Please write to the Practice Manager, Mr. Alex Davies,
with the details of your complaint. This will then be
investigated and a response provided. Please provide as
much information as possible to enable a thorough
investigation.

b) If the response does not resolve the matter, please
arrange an appointment o meet with the Practice
Manager, who will try to provide a satisfactory answer
and resolve the problem.

c) If it is not resolved at this stage, then request an
appointment, in writing, with the Partners (doctors). We
will then look into the matter and discuss it with you and,
we hope, come to a mutually satisfactory conclusion.

d) If the complaint is not resolved at this stage, you may
still write to the Local Health Board. Contact name and
address details will be provided by the Practice, upon

request.

4. We would also welcome any positive suggestions or comments.
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Complaints and the Use of Artificial Intelligence (Al)

We welcome feedback and complaints, and we want to understand your
experience in your own words.

We are committed to handling complaints fairly, openly and compassionately,
in line with the Parliamentary and Health Service Ombudsman’s NHS
Complaint Standards.

Some people choose to use Artificial Intelligence (Al) tools to help write
complaints or emails. We understand that these tools can be helpful in
organising thoughts or expressing concerns.

However, Al-generated text can sometimes:

* include information that is inaccurate or not relevant;

« use overly formal or legal language;

* make complaints longer or more complex than necessary; or

» make it harder for us to clearly understand your personal experience.

This can occasionally delay our review or mean we need to contact you to
clarify the details before we can respond fully.

The most helpful complaints are usually clear and concise, and explain:

» what happened;

» when it happened;

* how it affected you; and

» what you would like us to do to resolve the matter.

A short explanation in your own words is often more helpful than a long or
highly formal letter.

If you choose to use Al tools, we recommend that you:

» check the wording carefully to ensure it reflects your own experience;
* remove any information that is inaccurate or not relevant; and
» take care when including sensitive personal information.

Please be aware that some Al tools may store or use information entered into
them.

For further guidance on using Al to support a complaint, you may find this
resource from the Parliamentary and Health Service Ombudsman helpful:
Using Al tools to help your complaint
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If you need support to make a complaint—for example due to language
needs, disability, learning disability, or mental health or communication
difficulties—please let us know. We will do our best to support you in a way

that works for you.
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