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Cais Rhyddid Gwybodaeth / Freedom of Information request
Ein Cyf / Our Ref: 25-E-015





Please note that we have included all types of concerns (Early Resolution, Putting Things Right and Re-Opened Complaints). In order to clearly answer your request, we have split our answers by complaint type where applicable.
Putting Things Right (PTR) is the process through which concerns and complaints about NHS Wales are investigated. PTR arrangements are governed by the National Health Service (Concerns, Complaints and Redress Arrangements) (Wales) Regulations 2011 (“the PTR regulations”)
PTR aims to ensure that concerns and complaints are taken seriously and investigated thoroughly, allowing for lessons to be learned from mistakes and improvements to be made in the future. The process covers a wide range of concerns, including complaints, claims, and reported patient safety incidents. 
The PTR regulations apply to Responsible Bodies within NHS Wales, including local Health Boards, Trusts and Primary Care Providers. 
An Early Resolution (ER) concern is a verbal or written concern raised by a member of the public that could potentially be resolved immediately or within 2 working days through discussion, explanation or the provision of information to the satisfaction of the person raising the concern. The Early Resolution process would usually be applied to concerns graded 1 or 2. However, there may be exceptions where a grade 3 concern would be managed via Early Resolution at the request of the complainant.
You asked:
I would like to know the following:
1. The length of your average response time to complaints in the 2024 calendar year.
We used the date that the complaint was actually responded to – not the date of our acknowledgment of the complaint being received.
Early Resolution - 1.742 days (to resolution)
All complaints - 35.98 days (to resolution)
2. The length of your longest response time to a complaint in the 2024 calendar year.
We used the date that the complaint was actually responded to – not the date of our acknowledgment of the complaint being received.

Early Resolution - 2 days (to resolution)
All complaints - 337 days (to resolution)
3. The number of complaints you received in the 2024 calendar year.

	Type of Concern
	Data

	Managed through PTR
	1774

	Early Resolution
	448

	Reopened
	70

	Total
	2292



4. The length of the average time it took to fully resolve a complaint in the 2024 calendar year.
35.98 days

5. The length of the longest time to fully resolve a complaint in the 2024 calendar year.
337 days


_____________________________________________________________ 
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We welcome correspondence in Welsh or English. Welsh language correspondence will be replied to in Welsh, and this will not lead to a delay.
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