
 

 

Mae’r ymateb yma hefyd ar gael yn Gymraeg.  

This response is also available in Welsh.  

 

 

 

 

We are pleased to have the opportunity to respond to this consultation. 

Our role 

As Public Services Ombudsman for Wales (PSOW), we investigate complaints 

made by members of the public who believe they have suffered hardship or injustice 

through maladministration or service failure on the part of a body in our jurisdiction, 

which essentially includes all organisations that deliver public services devolved to 

Wales.  These include: 

• local government (both county and community councils) 

• the National Health Service (including GPs and dentists) 

• registered social landlords (housing associations)  

• the Welsh Government, together with its sponsored bodies. 

We can consider complaints about privately arranged or funded social care and 

palliative care services and, in certain specific circumstances, aspects of privately 

funded healthcare.   

We also investigate complaints that elected members of local authorities have 

breached their Codes of Conduct, which set out the recognised principles of 

behaviour that members should follow in public life.   

The ‘own initiative’ powers we have been granted under the Public Services 

Ombudsman (Wales) Act 2019 (PSOW Act 2019) allow us to investigate where 

evidence suggests there may be systemic failings, even if service users themselves 

are not raising complaints. The Act also established the Complaints Standards 

Authority (CSA) to drive improvement in public services by supporting effective 

complaint handling through model procedures, training and collecting and 

publishing complaints data. 
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Annual Reports 
 
The 2021 Act introduces a duty for community and town councils to produce annual 
reports. The draft statutory guidance states that these reports may include a 
response to a Standards Committee’s annual report (in cases where any 
recommendations are made to that community/town council).  
 
We would argue that these annual reports should, in addition, state:  
 

• how many complaints were raised about the relevant members 

• what these complaints related to and  

• the outcomes of these complaints (including how many were resolved 
locally).  

 
We hope that publication of these details would help to improve the awareness and 
transparency of the standards of conduct of public business in community and town 
councils.  We also believe that it may help to curb the volume of low level  
complaints being raised in those settings and commonly referred to our office and 
demonstrate whether local resolution processes are effective. 
 
Training plans 
 
We strongly welcome and support the references to training arrangements in the 
statutory guidance.  
 
The guidance states that all members must have sufficient understanding of our 
guidance on the Code of Conduct for members of local authorities in Wales.  
 
Please note that the link used in that section must be updated and replaced with a 
link to Guidance from the Public Services Ombudsman for Wales for members of 
community and town councils (May 2021). 

 

Closing remarks 

 

We trust that you will find these comments useful.  If you would like to discuss our 

comments further, please do not hesitate to contact Ania Rolewska, PSOW Head of 

Policy (ania.rolewska@ombudsman.wales). 

 

 

Nick Bennett 

Public Services Ombudsman for Wales 

March 2022 

 

https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.ombudsman.wales%2Fwp-content%2Fuploads%2F2018%2F03%2FCode-of-Conduct-Community-Councils-August-2016-ENGLISH.pdf&data=04%7C01%7CAnia.Rolewska%40ombudsman-wales.org.uk%7Cd62c615f0ec54f61c4b008da02c3b228%7C12baf9c3215842a0bec226b96fd42177%7C0%7C0%7C637825336764067511%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000&sdata=cuAkeBKG8VKh1%2F7iPxYkMmkqcTh2tONaPu3DxNqPr3c%3D&reserved=0
https://www.ombudsman.wales/wp-content/uploads/2021/05/Code-of-Conduct-Guidance-Community-Councils.pdf
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