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WELSH STATUTORY INSTRUMENTS

2011 No. 704

The National Health Service (Concerns, Complaints
and Redress Arrangements) (Wales) Regulations 2011

PART 4
CONCERNS WHICH INVOLVE OTHER RESPONSIBLE BODIES

Communication of decisions made by a Local Health Board in accordance with
regulations 19 and 20

21.—(1)  If the Local Health Board decides, in accordance with regulation 19(1) or 20(1) that it
is appropriate for it to deal with a concern it must—

(a) advise the person who notified the concern and the primary care provider of its decision;
and

(b) continue to deal with the concern in accordance with these Regulations.
(2)  If the Local Health Board decides, in accordance with regulation 19(1) or 20(1) that it is more

appropriate for the concern to be dealt with by the primary care provider the Local Health Board
must advise the person who notified the concern and the primary care provider of its decision.

(3)  When the primary care provider receives the notification of the decision issued by the Local
Health Board under paragraph (2)—

(a) the primary care provider must deal with the concern in accordance with these Regulations;
and

(b) the person who notified the concern is deemed to have notified the concern to the primary
care provider in accordance with these Regulations.

(4)  The time limit for notifying a decision made under regulation 19(1) or 20(1) is five working
days from the date that the Local Health Board determines the matters outlined in regulation 19(2)
or 20(2).

(5)  A Local Health Board must give reasons for its decision under regulation 19(1) or 20(1).
(6)  When a Local Health Board receives a concern notified by or on behalf of a person who

is receiving or has received services from a primary care provider and the Local Health Board’s
decision is that it is more appropriate for the concern to be dealt with by the primary care provider
who is the subject of the concern, the Local Health Board must advise the person who notified the
concern of their right to notify a concern about the decision of the Local Health Board to the Public
Services Ombudsman for Wales.

(7)  The Local Health Board must not advise the primary care provider that it is investigating a
concern in accordance with these Regulations where regulation 19(4) applies.
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