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Managing Complaints under Listening to People
An Overview for Primary Care Contractors
Listening to People (LtP) is the national NHS Wales process for managing concerns, complaints, incidents and (where applicable) redress. It replaces the former Putting Things Right arrangements and applies to all NHS‑funded care in Wales, including primary care services. ​
This overview explains what primary care contractors are expected to do, how the process works in practice, and where responsibilities sit.

1. Who the process applies to
Listening to People applies to:
· GP practices
· Dental practices
· Community pharmacies
· Optometry practices
· Independent providers delivering NHS‑funded care
Primary care contractors are considered “responsible bodies” for the purposes of handling concerns about care they provide. ​

2. Key principles for primary care
All concerns must be handled in a way that is:
· Person‑centred, compassionate and respectful
· Accessible, including language choice (Welsh/English) and reasonable adjustments
· Timely, with clear communication and named contacts
· Focused on learning and improvement, not blame
These principles underpin all stages of Listening to People and are reflected in the People’s Pledge and national standards. ​[53192 LTP...G Combined | PDF]​

3. What counts as a concern?
A concern can include:
· A complaint about care or service delivery
· A patient safety incident
· Issues about communication, delays, or omissions in care
Concerns can be raised verbally or in writing, by patients or their representatives, and should usually be raised within 12 months (though later concerns may still be considered where appropriate). ​[53192 LTP...G Combined | PDF]​

4. The Listening to People process – what contractors must do
Step 1: Acknowledge and offer a listening discussion
· Acknowledge the concern within 5 working days
· Offer a listening discussion (phone, video or face‑to‑face)
· The offer is mandatory, even if the person chooses not to take it up ​[WHC_2026_0...ople - ENG | PDF]​
The listening discussion should:
· Focus on understanding what happened and what matters to the person
· Clarify desired outcomes
· Identify communication or accessibility needs
· Signpost to advocacy support (Llais) where appropriate ​[53192 LTP...G Combined | PDF]​

Step 2: Early Resolution (Stage 1)
· Early resolution must always be considered
· It aims to resolve concerns quickly through explanation, action and apology
· It must be completed within 10 working days from acknowledgement
· Outcomes must be documented and confirmed in writing ​[WHC_2026_0...ople - ENG | PDF]​, ​[53192 LTP...G Combined | PDF]​
If early resolution is not suitable or not successful, the concern moves to Stage 2.

Step 3: Investigation (Stage 2)
· A more detailed, proportionate investigation
· Clear timescales must be agreed and communicated
· A written response must address each issue raised
· An apology should be offered where things have gone wrong
· Learning and improvement actions should be explained ​[WHC_2026_0...ople - ENG | PDF]​

5. Important clarification on redress
Primary care contractors:
· Must investigate concerns
· Must apologise and explain findings
· Must learn and improve services
However:
· They cannot offer NHS redress, including financial compensation
· The statutory duty to consider redress applies only to Welsh NHS bodies (e.g. Health Boards and NHS Trusts) ​[WHC_2026_0...ople - ENG | PDF]​, ​[53192 LTP...G Combined | PDF]​
Where a concern involves alleged harm, contractors should:
· Liaise with GMPI Team
6. Communication and accessibility expectations
Primary care contractors must ensure:
· Clear explanations of the process and next steps
· A named contact for the person raising the concern
· Regular updates if timescales change
· Use of plain language, avoiding unnecessary clinical or legal jargon
· Access to interpretation, advocacy and reasonable adjustments ​[WHC_2026_0...ople - ENG | PDF]​, ​[53192 LTP...G Combined | PDF]​

7. Learning, assurance and escalation
Contractors are expected to:
· Record concerns and outcomes accurately
· Identify learning and take action to prevent recurrence
· Share learning appropriately with staff and, where relevant, the Health Board
· Explain escalation routes clearly, including the right to contact the Public Services Ombudsman for Wales (PSOW) if the person remains dissatisfied ​[53192 LTP...G Combined | PDF]​

8. Working with Health Boards
Health Boards:
· Provide oversight of the Listening to People process
· May handle concerns on behalf of primary care if requested
Primary care contractors should maintain open, early communication with their Health Board concerns team, particularly for serious, complex or harm‑related concerns. ​[53192 LTP...G Combined | PDF]​

In summary
For primary care contractors, Listening to People is about:
· Listening early
· Responding compassionately
· Resolving concerns where possible
· Investigating fairly where needed
· Learning and improving care
It is not about blame or defensiveness, but about ensuring people feel heard, respected and confident that their concerns lead to meaningful change.

