A young person’s guide to

making a complaint

About us

What we do

Here are the types of public services you can complain about:

At the Public Services Ombudsman
for Wales, we help people if they are
unhappy with a public service in Wales.
You don’t have to pay for our help
– it’s free for everyone!

The Welsh
Government

Councils

Hospitals,
GPs and
dentists

Housing
Associations

Social
services

A full list of the services you can complain about is on our website.

What you need to do
Here is what you need to do if you’re unhappy with
one of the services above

First talk to someone in the service
you are unhappy with. They might be
able to sort things out. If you don’t
know who to talk to ask someone
like a parent or teacher to help.

If this doesn’t work, you can ask us
for help. You will need to tell us what
you’re unhappy about. You can :

Call
us

Email
us
Write us a letter

If you need help to tell
us about your complaint that’s
ok, you can ask someone you
trust to support you. Contact
us if you’re not sure who to
ask for help.

What happens next?
Sometimes we won’t be able to help you
with your complaint. This could be because:
• the problem happened a long time ago
(more than a year), or
• there is someone else you should contact
about your particular complaint. We will let
you know if there is anyone who can help
you or what you could do next.

Sometimes we might decide
that even though you are unhappy
with the service, it hasn’t done
anything wrong.

If we can help you, we will speak to the service you
are unhappy with and try to sort things out quickly.

If that doesn’t work, we
will investigate a bit more.
We might ask the service
to send us some personal
information about you.
This could be your medical
or social services records
but only if the complaint is
about one of these areas.
We won’t do this without
your permission.

If we decide the service you are
unhappy with has done something wrong
we will ask them to put it right. This could
be saying sorry to you or changing the way
they do things so that it doesn’t happen to
other people.
If you have lost money because of what
the service did wrong or it’s taken a long
time to sort out your problem we may ask
the service to give you some money.

Contact us for more information or to tell us about your problem:
0300 790 0203
ask@ombudsman-wales.org.uk
www.ombudsman.wales
Follow us on Facebook
@OmbudsmanWales
1 Ffordd Yr Hen Gae, Pencoed, CF35 5LJ

