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How to use this document
This is an easy read document. But you
may still need support to read it. Ask
someone you know to help you.

Words in bold blue writing may be hard to
understand. You can check what all the
words in blue mean on page 14.

Where the document says we, this means
Hywel Dda Community Health Council. For
more information contact:
Website:
http://www.hywelddachc.wales
E-mail:
Complaints.Advocacy2@waleschc.org.uk
Phone:
01646 697610
This document was made into easy read
by Easy Read Wales using Photosymbols. To
tell us what you think about this easy read
version, click here.
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Introduction
We are Hywel Dda Community Health
Council. Or Hywel Dda CHC for short.

Our job is to make sure NHS services in the
Hywel Dda Health Board area are being
run well. And to make sure you have a say
in your NHS services.

This is a guide to help you understand how
to make a complaint about an NHS
service.
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What happens when you
make a complaint
Once your complaint has been sent to the
NHS organisation, they will start an
investigation.

The investigation will:

• look into what happened
• find out what has gone wrong
• give you answers and reasons for what
happened
• find out how things can be put right
• find ways to stop it from happening
again.

If your complaint is because the NHS did
not give you the right care or harmed you,
you may want compensation.
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Compensation means you are given
something, usually money, to make up
for something which has caused you
pain, loss or suffering.

If you feel you need compensation, you will
need to speak to a solicitor. Solicitors may
charge you money for giving you advice.

A solicitor will let you know whether you
need compensation or not. They may tell
you to write a complaint letter first and get
a reply from the NHS organisation

You may have insurance that could help
you to pay for your solicitor.
Insurance is something that you pay to
help to protect you against certain
things. You will have to pay for this
service.
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You will need to check if your insurance
covers legal fees.

You may need to contact your insurance
provider, so they know what is happening.

If you are unsure if you have insurance, ask
someone you know or trust to help you.

If your complaint involves a Health Board or
NHS Trust, it may need to be sorted out
through something called Redress.
Redress is a way that companies or
organisations sort out complaints that
may have caused harm.
Redress can be things like:
• more treatment to make you better
• saying sorry
• referring you to another health service
to get you the help you need
• a small amount of compensation.
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Redress is not suitable for all people.

Timescales
If you want to make a complaint you
should do this as soon as possible. You
should make a complaint within 1 year of
the event that happened.

You should get an answer to your
complaint within 30 days. Sometimes this
takes longer if the complaint is more
complicated.

If you are a vulnerable adult, your
complaint may need to be looked at
before the NHS can start an investigation.
So it may take longer to get a response to
your complaint.
A vulnerable adult is someone who
needs support to look after them, or to
keep them safe from abuse.
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How we can help you
You may want to use an advocate to help
you with your complaint. We can support
you with this.

An advocate is a person that offers
support to people who are unable to
manage a complaint on their own.
An advocate also makes sure that your
rights are treated in a fair way. They may
also help you to understand information.

Your advocate will help you to go through
your complaint process. But you must make
choices yourself.

If things change you must let your
advocate know. This helps us to keep your
records up to date.

Make sure that your address, telephone
number and email are correct. If they
change, let your advocate know.
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If your health changes, you should let your
advocate know.

Your advocate will stay in contact with you
during your complaint. If we do not hear
from you, we may close the case.
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How we will work with you
on your complaint
Everyone that uses our advocacy service is
treated in a fair way.

CHC advocacy staff can be very busy at
times. This may mean that they are not
available to talk to you straight away.

The CHC can refuse to give you support if
you show abusive or aggressive behaviour.

You may need to tell us information that
you would like to keep confidential. If you
tell us something that breaks the law, we
will have to tell the police.

Confidential means to keep something
secret or private.
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We do not have a 24-hour or emergency
service.

We are not able to have meetings to talk
about your complaint without you there.

Your advocate can only deal with
complaints about the NHS. They cannot
deal with anything else or any complaints
to do with social services.

We cannot give any health or medical
advice or come to any health
appointments, assessments or treatments.
We cannot check your medical records.

We are not able to make your treatment
with the NHS happen any quicker.

We cannot give you legal advice or
provide counselling.
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What you think about our
advocacy service
When your complaint is finished, we may
ask you to fill out a questionnaire. This is to
help us improve the advocacy service.

You can also give us your view on our
service throughout your advocacy support.
You can do this by speaking to a member
of the advocacy team or contact us:

Telephone:
01646 697610

Address:
Hywel Dda Community Health Council
Suite 5, First Floor
Ty Myrddin
Old Station Road
Camarthen
SA31 1BT
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Other ways to make a
complaint
If you have a complaint against a doctor,
nurse, pharmacist or dentist you can refer
to the professional body in charge of that
person.

A Professional Body is an organisation
with people who work in certain jobs.
The organisation makes sure people in
those jobs follow the rules and maintain
good standard.

You may want to discuss your complaint
with a Member of Parliament if you think
the problem is affecting lots of people.
Member of Parliament is the person you
have chosen from your local area to
represent you in Parliament. They stand
up for what is important to the people
from their area.
You can also get advice from Action
against Medical Accidents (AvMA):
0845 123 2352
www.avma.org.uk
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Hard words
Advocate
An advocate is a person that offers support to people
who are unable to manage a complaint on their own.
An advocate also makes sure that your rights are treated
in a fair way. They may also help you to understand
information.
Compensation
Compensation is where a company or organisation gives
people money because they have caused them harm.
Confidential
Confidential means to keep something secret or private.
Insurance
Insurance is something that you pay to help to protect
you against certain things. You will have to pay for this
service.
Member of Parliament
Member of Parliament is the person you have chosen
from your local area to represent you in Parliament. They
stand up for what is important to the people from their
area.
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Professional Body
A Professional Body is an organisation with members who
work in certain jobs. The organisation makes sure people
in those jobs follow the rules and maintain good standard.
Redress
Redress is a way that companies or organisations sort out
complaints that have caused harm.

Vulnerable adult
A vulnerable adult is someone who needs support to look
after them, or to keep them safe from abuse.
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