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Dear Colleagues 
 
I am pleased to inform you that the Health and Social Care (Quality and 
Engagement) (Wales) Act 2020 will commence on 1 April.  The last few years 
have been extremely challenging for those in health and social services and it 
is a great accomplishment by all involved, especially stakeholders, to have 
brought this important Act to fruition at this time.  
  
The Act’s Duties of Quality and Candour will support an ongoing system-wide 
approach to quality improvement within the NHS and further embed a culture 
of openness and transparency.  The establishment of the Citizen Voice Body, 
to be known as Llais – your voice in health and social care, will empower the 
people of Wales to influence and shape their health and social care services.   
 
The Duty of Quality applies to all NHS bodies and Welsh Ministers, for health-
related functions, with the dual aim of ensuring quality-driven decisions that 
improve the quality of health services and ensuring focus is maintained on 
improving outcomes for the people of Wales.  The duty includes new Health 
and Care Quality Standards, replacing the Health and Care Standards of 
2015.  I am aware that organisations have commenced their internal 
preparations for this duty which will bring about significant sharing of quality 
outcome data with the public, as well as continuously improving services.   
 
The Duty of Candour builds on work to embed a culture of openness and 
transparency across NHS Wales which drives learning and improvements to 
services.  It places an organisational duty on all NHS bodies to pro-actively 
support people and their families when things may go wrong with their care 
and importantly, ensures incidents are investigated through the Putting Things 
Right process with learning shared to help prevent recurrence.   
 
NHS bodies have started to implement both duties and should continue to do 
so, following the attached guidance for Quality and Candour and the Candour 
Regulations provided in links at the end of this letter.  Links to supporting 
materials for both duties are also provided. 
 
The Citizen Voice Body, or Llais, will be an independent national body to 
represent the people of Wales in shaping health and social care services.  It is 
a major step towards the integration of health and social care services that 
Llais will represent the views and experiences of people using services which 
are often so closely intertwined in people’s care.   The body will work with 
NHS bodies, local authorities, and volunteer organisations, alongside the 
people of Wales to ensure people are continually heard and represented in 
the health and social care services arena.  A link to the Citizen Voice Body 
Regulations is provided for information. 
 
Collectively these measures within the Act will help us to move forward 
towards the integration and sustainability aspirations set out in A Healthier 
Wales; putting quality and safety above all else, driving improvements in 
health and social care, empowering people to contribute to those 
improvements and ultimately, leading to better outcomes that matter most to 
the people of Wales.   
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Yn gywir/ Yours sincerely 
 
 

 
 
 
Yr Athro/ Professor Chris Jones  
Cyfarwyddwr Clinigol Cenedlaethol, GIG Cymru  

a Dirprwy Brif Swyddog Meddygol 

 
National Clinical Director, NHS Wales and Deputy Chief Medical Officer 
 
 
 
Links to Regulations and supporting materials 
 
Duty of Quality 
 
Supporting materials 
English language video 
https://youtu.be/yw8Xhl_IB6w 
 
Welsh language video 
https://youtu.be/TG0VPKTm-EQ 
 
Further resources are in development via the Duty of Quality Implementation 
Group. 
 
Information about the duty will also be available from the Welsh Government 
website at www.gov.wales/duty-quality-healthcare 
 
 
Duty of Candour  
 
Regulations 
The Duty of Candour Procedure (Wales) Regulations 2023 (senedd.wales)  
 
The National Health Service (Concerns, Complaints and Redress 
Arrangements) (Wales) (Amendment) Regulations 2023 (senedd.wales) 
 
Explanatory Memorandum  
 
Supporting materials 
The staff online training programme is available at Learning@Wales portal at 
https://learning.nhs.wales  and via NHS Electronic Staff Record.   
Learning@Wales (nhs.wales) 
 
 

https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fyoutu.be%2Fyw8Xhl_IB6w&data=05%7C01%7CTeresa.Bridge%40gov.wales%7C77a907d4b39e4a0360a508db29619aec%7Ca2cc36c592804ae78887d06dab89216b%7C0%7C0%7C638149271424431437%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=pK08CjMgKsIoUJ7SYG%2BVw%2F%2FltWg6iCVgoTaiTCRacL0%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fyoutu.be%2FTG0VPKTm-EQ&data=05%7C01%7CTeresa.Bridge%40gov.wales%7C77a907d4b39e4a0360a508db29619aec%7Ca2cc36c592804ae78887d06dab89216b%7C0%7C0%7C638149271424431437%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=SCKaBXktnAb1XKPgeX1NJXR5be7LB67OBsWkYzbL8PQ%3D&reserved=0
http://www.gov.wales/duty-quality-healthcare
https://senedd.wales/media/ildbbaaj/sub-ld15718-e.pdf
https://senedd.wales/media/2xldqzec/sub-ld15719-e.pdf
https://senedd.wales/media/2xldqzec/sub-ld15719-e.pdf
https://senedd.wales/media/20sjsyno/sub-ld15718-em-e.pdf
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Flearning.nhs.wales%2F&data=05%7C01%7CTeresa.Bridge%40gov.wales%7Ca410df0562a84502fd6e08db263f16e8%7Ca2cc36c592804ae78887d06dab89216b%7C0%7C1%7C638145825666834245%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=%2FxuQPDrpzYNP%2F8grK%2Bz7P1jzHWq0Pav5qcxzzHXrzXs%3D&reserved=0
https://learning.nhs.wales/?lang=cy
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Public and staff awareness leaflets and videos are available to NHS teams on 
the NHS Wales Shared Services Intranet (requires NHS network access) or 
through the relevant team within your Health Board. 
 
The public awareness leaflet is also available from the Welsh Government 
website at www.gov.wales/dutyofcandour  
 
 
Citizen Voice Body 
The Health and Social Care (Quality and Engagement) (Wales) Act 2020 
(Consequential, Supplementary and Incidental Amendments and 
Revocations) (Secondary Legislation) Regulations 2023 (senedd.wales) 
 
Explanatory memorandum 
 

https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fnhswales365.sharepoint.com%2Fsites%2FSSP_Intranet%2FDuty%2520of%2520Candour%2FForms%2FAllItems.aspx%3FOR%3DTeams-HL%26CT%3D1678359050638%26id%3D%252fsites%252fSSP_Intranet%252fDuty%2Bof%2BCandour%252fDuty%2Bof%2BCandour%2BMaterials%26viewid%3De3f189f4-6ba4-4946-aa87-61735e6011ff&data=05%7C01%7CTeresa.Bridge%40gov.wales%7Ca410df0562a84502fd6e08db263f16e8%7Ca2cc36c592804ae78887d06dab89216b%7C0%7C1%7C638145825666990023%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=G9QPW82Sm8Ye1mFc6OW196vOR7lO4i%2FuhitgSoB8C8M%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fnhswales365.sharepoint.com%2Fsites%2FSSP_Intranet%2FDuty%2520of%2520Candour%2FForms%2FAllItems.aspx%3FOR%3DTeams-HL%26CT%3D1678359050638%26id%3D%252fsites%252fSSP_Intranet%252fDuty%2Bof%2BCandour%252fDuty%2Bof%2BCandour%2BMaterials%26viewid%3De3f189f4-6ba4-4946-aa87-61735e6011ff&data=05%7C01%7CTeresa.Bridge%40gov.wales%7Ca410df0562a84502fd6e08db263f16e8%7Ca2cc36c592804ae78887d06dab89216b%7C0%7C1%7C638145825666990023%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=G9QPW82Sm8Ye1mFc6OW196vOR7lO4i%2FuhitgSoB8C8M%3D&reserved=0
https://eur01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.gov.wales%2Fdutyofcandour&data=05%7C01%7CTeresa.Bridge%40gov.wales%7Ca410df0562a84502fd6e08db263f16e8%7Ca2cc36c592804ae78887d06dab89216b%7C0%7C1%7C638145825666990023%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=ju3x749dHbyRq3GKZKIy%2FCGEqWYmA4uwVrSz9W%2FFfO8%3D&reserved=0
https://senedd.wales/media/ildpwhrd/sub-ld15727-e.pdf
https://senedd.wales/media/ildpwhrd/sub-ld15727-e.pdf
https://senedd.wales/media/ildpwhrd/sub-ld15727-e.pdf
https://senedd.wales/media/uchbxm4f/sub-ld15727-em-e.pdf

