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	Ein cyf / Our ref: 482/21/FOI 


	Dyddiad / Date: 18th January 2022

	



Further to your request for information received by the Health Board on 4th January 2022, I am pleased to provide the following response. 
Your request and our response:
My former GP only allowed patients to contact them by phone between 0830 and 0845.  No email, no online, no app etc.  Obviously multiple ringbacks were required.  I made a complaint but just received abuse for various things.  

1. So I want to know what was on the GP contract in November 2020 with regard to the booking of appointment standard.

a. If you allowed them to only take bookings by telephone over a 15 minute period it might be because it isn't addressed in the contract, but if there is a minimum standards or a minimum standard to achieve a target, that has a financial reward, I would like to see the relevant parts.

b. I think after research that there may be a 24 binary questions about GP access standards to achieve a target, if there is some kind of questions like that I would like to see them.
As this information is routinely published it is therefore exempt from disclosure under Section 21 – Information accessible by other means.  As this is an absolute exemption under the Freedom of Information Act 2000, there is no requirement for the Health Board to consider the public interest test.

This information is available online using the below link:

https://www.legislation.gov.uk/uksi/2004/291/contents/made
Schedule 6 part 2 provides the detail about patient registration and removal. These regulations are All Wales Regulations for all General Practices (GP Surgeries) in Wales. 

2. Could I please have the parts of a GP contract to provide services to the NHS that relates to:
a. The responsibility of GP contractors to answer complaints, and to comply with "putting things right" and to comply with any Welsh NHS concerns legislation.

b. Also anything in the GP contract to provide services for the NHS that relates to standards for the interaction between staff and customers, I am wanting things that may require GPs and staff to act honestly, or not abuse patients, not be racist etc those sort of things.

c. Thirdly any guidance, training or contractual obligations, of doctors, nurse, GPs and their staff regarding the use of patients health records to record, poor behaviour, rude behaviour, abusive behaviour, violent and/or threatening behaviour of patients towards GPs or their staff.

Please see our response to question 1 above, also please find below a copy of Putting Things Right guidance and under our duty to advise and assist please refer to section 6.6 on page 37:
http://howis.wales.nhs.uk/sites3/Documents/932/Healthcare%20Quality%20-%20Guidance%20-%20Dealing%20with%20concerns%20about%20the%20NHS%20-%20Version%203%20-%20CLEAN%20VERSION%20%20-%2020140122.pdf
Please note that Medical and Nursing staff are also governed by their code of conducts issued by their registered bodies.










We welcome correspondence through the medium of Welsh

Rydym yn croesawu gohebiaeth drwy gyfrwng y Gymraeg


