
You complain 
to us

Can we take your 
complaint forward?

YESNO

No
We will start an 

investigation

We may agree 
actions with the 
body to resolve 

the matter 
without full 

investigation

We may stop 
the investigation 

at any point if 
there is not 

enough 
evidence to 

support your 
complaint

If we 
carry out a full 
investigation 

we aim to issue 
a report of our 
findings to you 
and the body 

within 12 months

If we uphold your 
complaint, we 

can recommend 
actions that the 

body should take 
to put things right

We will monitor 
agreed actions 
to ensure the 
body carries 

them out 

YES

We aim to write 
to you and the 

body you 
complained 

about within six 
weeks to explain 

why

Can we agree 
actions with the 
body to resolve 
matters quickly?

We will write 
to you and the 

body
to confirm  

what was agreed

We will write 
to you and the 

body 
to explain why

How We Deal With Your Complaint 
about a Public Service Provider
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	Button 1 2 3 pop up: Day in the Life of a PSOW Casework Officer

I am a Casework Officer at the Public Services Ombudsman for Wales (PSOW).  

The PSOW is a free and independent service. We have legal powers to look into complaints about public services, independent care providers and breaches of the Code of Conduct by members of local government bodies.

I work within PSOW Complaints Assessment Team. We are the frontline of our service, responsible for receiving and initially assessing all complaints. 

My day includes answering phone calls and correspondence from members of the public, ensuring that we communicate with people in a way that is accessible and in line with their preferences, and making initial decisions about which complaints we can take forward. If I decide that a complaint should be assessed further, I pass it on to an Investigation Officer in the Complaints Assessment Team or to the PSOW Investigation Team. I can also recommend to a body complained about a way to resolve a complaint without a full investigation.

I work closely with our Investigation Team, Case Work Support Team (who help us with the administrative tasks around each complaint), and Compliance and Review Officers (who look at the impact and quality of our decisions).  

There is always a real sense of teamwork, we support each other and aim to provide the best service possible.

	Button5: 
	Pop up 5 6 7: Day in the Life of a PSOW Investigation Officer

I am an Investigation Officer for the Public Services Ombudsman for Wales (PSOW).  

The PSOW is a free and independent service. We have legal powers to look into complaints about public services, independent care providers and breaches of the Code of Conduct by members of local government bodies.

My role focuses on investigating complaints from members of the public about Health Boards and Councils.  

No two days are ever the same.  Day to day work includes speaking to complainants on a regular basis, ensuring they are kept up to date, assessing complaints, obtaining information and considering complex medical records, liaising with professional experts in a number of different health-related and public sector fields, and writing reports. 

I am part of the Investigation Team which is supported by Case Officers (the frontline of our service, who receive and initially assesses all our complaints), Case Work Support Team (who help us with the administrative tasks around each complaint), and Compliance and Review Officers (who look at the impact and quality of our decisions).  

There is always a real sense of teamwork, and that we support each other and aim to provide the best service possible.
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