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Strategic Equality Plan 2026-29 (draft) 
 

Foreword 

This Plan has been developed in compliance with our legal duties under the 
Equality Act 2010 and the Equality Act 2010 (Statutory Duties) (Wales) 
Regulations 2011. 

However, while we acknowledge and are commied to meeting our statutory 
duties, we are also acutely aware of the moral and business case for promoting 
and supporting equality, diversity and inclusion (EDI).  

Promoting EDI is about ensuring that everyone is treated fairly, with dignity and 
respect, and has equal and equitable opportunities to participate and succeed. 
We recognise the value of dierent backgrounds, experiences and perspectives, 
and want to address barriers and disadvantages that some groups may face.  

Promoting and supporting EDI also makes business sense. It equips us to beer 
understand and meet the needs of the diverse communities that we serve. As an 
inclusive workplace, we can benefit from a wider range of skills, experiences and 
ideas, leading to more informed decision-making, innovation and problem-solving.  

This matters because our service is all about people. Service users often come to 
us at a difficult point in their lives and some communities may be apprehensive 
that they could face additional barriers. Although we must always remain 
independent and impartial, people who contact us need empathy and 
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understanding of their varying circumstances and needs.  

Our previous Equality Plan covered the period from 2023 to 2026. It identified 7 
Equality Objectives, related to how we deliver our complaints service, how we 
embed equality considerations into our systemic improvement work and how we 
work as an employer. 

We delivered on many ambitions set out in our Equality Plan 2023-26. For example, 
the majority of our complainants continue to agree that we are accessible. The 
proportion of people who agree that we meet their requests for additional support 
increased significantly. Awareness of our oice increased, including among 
under-represented groups. People from diverse ethnic backgrounds became 
much beer represented among our complainants. Our mean gender pay gap 
reduced from 12% to 2%. 

However, we want to do more to further widen access to our service.  While our 
research suggests that most people find it easy to get in touch with us, some 17% 
of people disagree that this is the case. Some groups remain under-represented 
among our complainants and Welsh speakers very rarely use our service in Welsh. 
We are also not fully representative of the communities we serve, with 
representation of disabled people lower than we would like.  

We now have a new Strategic Plan for 2026-29, which places impact for vulnerable 
and under-represented groups at the heart of our commitments. This Equality 
Plan is one of the ways in which we will turn that commitment into practical action, 
ensuring that equality considerations shape how we deliver our service, how we 
influence improvement in public services and how we work as an employer. 

Over the lifetime of this Plan, we want to redouble our eorts to ensure that 
everyone has equal and equitable access to our service, and that our work delivers 
impact for all. We will continue to listen, learn and adapt, so that people across 
Wales can be confident that our service is accessible, fair and responsive to their 
needs. 
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Scope  

This Equality Plan is aligned with and supports the delivery of our new Strategic 
Plan 2026-29 and its mission: to have a positive impact on people and public 
services in Wales.  

It is relevant to all Aims of the Plan: 

Strategic Aim 1: Deliver justice with positive impact for people of Wales: This 
Plan will help us ensure that, whatever their characteristics, people who use our 
service have equal experience, feel respected and agree that we clearly explained 
our decisions. 

Strategic Aim 2: Influence positive change in public services and high 
standards of conduct in local government: This Plan will help us to ensure that 
lessons from our complaints and own initiative investigations lead to beer 
services for all communities in Wales, including those that are most vulnerable. 
We will also continue to explore how we can improve the accessibility of local 
complaints processes. 

Strategic Aim 3: Strengthen access and impact for those who need our 
service the most: This Plan will set out how we will work to raise awareness and 
understanding of our oice as well as tackle any barriers that could stop people 
from engaging with our complaints process, to ensure equal and equitable 
access. It will support us in promoting more interactions with the service in Welsh.  

Strategic Aim 4: Ensure that we are a resilient, agile and accountable 
organisation: This Plan will support us in recruiting, retaining and developing a 
diverse workforce, that is more representative of the communities that we serve. 
It will also frame our work to promote inclusion within our workplace. 

About us 

We have three main roles. 

We investigate complaints about public services. We can look at the services 
provided by devolved public bodies in Wales such as local councils, health boards, 
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social landlords and others. We can also look at complaints about private social 
care and end-of life care, as well as some private healthcare. 

We consider complaints about councillors breaching the Code of Conduct. We 
look at complaints about councillors at local councils, fire authorities and national 
park authorities. We also look at complaints about police and crime panels. We are 
also a “prescribed person” under the Public Interest Disclosure Act for raising 
whistleblowing concerns about breaches of the Code of Conduct by members of 
local authorities. 

We drive systemic improvement of public services and standards of conduct 
in local government in Wales. We can investigate on our own initiative, even if we 
have not received a complaint. We can also set complaints standards for public 
bodies in Wales, monitor how they handle complaints and provide training to 
them. 

Legal background 

General equality duty  

The Equality Act 2010 introduced a Public Sector Equality Duty (the ‘general 
duty’), replacing the separate duties on race, disability and gender equality. Under 
the general duty we must have due regard to the need to:  

• eliminate unlawful discrimination, harassment and victimisation and other 
conduct that is prohibited by the Act 

• advance equality of opportunity between people who share a relevant 
protected characteristic and those who do not  

• foster good relations between people who share a protected characteristic 
and those who do not. 

The general duty covers the following protected characteristics: 

• age 

• disability 

• sex 
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• sexual orientation 

• gender reassignment 

• race (including ethnic or national origin, colour or nationality) 

• religion or belief (including lack of belief) 

• pregnancy and maternity; and  

• marriage and civil partnership (but only in respect of the requirement to 
have due regard to the need to eliminate discrimination).  

Specific equality duties 

Under the Equality Act 2010 (Statutory Duties) (Wales) Regulations 2011 listed 
bodies in Wales, including our oice, also have ‘specific duties’ to help them 
comply with the general duty.  

We must set Equality Objectives and prepare Strategic Equality Plans.  

We must also: 

• assess and monitor policies and practices 

• identify and collect relevant information about equality 

• identify and collect information about dierences in pay 

• promote knowledge and understanding of the general duty and specific 
duties among our employees 

• involve people with protected characteristics or their representatives who 
have an interest in the way you carry out your functions 

• consider the general duty in procurement processes 

• produce an annual report each year. 

Socio-economic duty  

Part 1 of the Equality Act 2010 requires specified public bodies to consider how 
their strategic decisions may help to reduce socio-economic inequalities – 
resulting, for instance, from dierences in occupation, educational opportunities 
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or place of residence. This is referred to as the socio-economic duty. This duty 
was introduced in Wales in March 2021.  

We are not one of the organisations required to comply with the socio-economic 
duty. However, we are commied to act in the spirit of the duty and have already 
taken steps to strengthen consideration of socio-economic inequalities in our 
work. 

Welsh language  

We fully embrace the Welsh language, and we want to make sure that we treat it 
no less favourably than English in all aspects of our work and that we meet the 
needs of Welsh speakers. Go to our Welsh Language Policy.  

Our Equality Plan includes aention to how we intend to support Welsh speakers 
and the use of Welsh.  

 

How we identify, collect and publish relevant information 

To create our Equality Plans and monitor and evaluate our compliance with the 
general duty, we rely on several sources of data.  

General public 
We commission an annual national awareness survey, to capture level of 
awareness and understanding of our oice. We can analyse the results of this 
survey by age, gender, ability to speak Welsh, ethnicity, nationality, social grade 
and geographic location. We report on this research in our Annual Report. 

People who use our service  
We invite our complainants to share equality data with us through our online 
complaint form, a survey on our website, paper forms or telephone survey.  

In 2025-26, the response rate through all these channels was 43%.* We analyse 
this data every quarter to capture any changes in the profile of our complainants. 
We publish this general profile every year in our Annual Equality Report.  

In 2025-26, for the first time we added some quality monitoring questions to our 
annual service user survey. This allows us to see if dierent groups experience our 

https://www.ombudsman.wales/welsh-language-standards/
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service dierently. These ask questions about age, gender, disability, ethnicity 
and ability to speak Welsh. 

We report on this data in our Annual Report and Annual Equality Report. 

* Data does not include quarter 3 of the financial year.  

Our sta 
We conduct an annual sta equality survey. In 2025-26, 87% of sta responded to 
that survey.  

We report on this data in our Annual Equality Report. 

We gather and analyse information about the gender pay gap and gender 
breakdown by salary and role, contract type and working arrangements. We 
publish the general equality profile of our sta every year in our Annual Equality 
Report.  

We also publish information about the gender pay gap and gender breakdown by 
salary and role, contract type and working arrangement. However, we do not 
publish equality information related to the use of our grievance and disciplinary 
process. This is because publishing this information could lead to the 
identification of individuals involved.  

Our job candidates  
We invite all people who apply to join us to take part in our equality survey. We 
analyse this data every year to capture any changes in the profile of our 
complainants and we publish it, if appropriate, in our Annual Equality Report. 

Engagement 
When developing this Plan, we consulted and engaged internally and externally. 
Internally, all sta had opportunities to contribute ideas and feedback.  

[Summary of external feedback to be added once external consultation has been 
concluded]  

We are grateful for the insights of all the stakeholders that contributed to the 
development of this Plan. 
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How we assess and monitor the impact of policies and 
practices and publish any assessment reports 

Our service and workplace must be free from discrimination, harassment and 
victimisation, and our policies and processes must support us to advance equality 
of opportunity and foster good relations between dierent groups.  

To ensure this, we have in place a Welsh Language and Equality Impact 
Assessment Policy and Procedure. It includes the consideration of impacts on 
equality, socio-economic disadvantage, and the Welsh language.  

We apply this procedure to assess our policies, major projects and decisions and 
(in respect of Welsh language) research and consultations that inform our 
decisions.  

We publish summaries of all our impact assessments in our Annual Equality 
Report. 

Our gender pay gap  
Under specific duties in Wales (see section 1 above) we must look in our Equality 
Plan at the Gender Pay Gap in our organisation. We must 

• have due regard to the need to have objectives to address the causes of 
any pay dierences that seem reasonably likely to be related to any of the 
protected characteristics 

• publish an equality objective to address any gender pay gap identified or 
else publish reasons why we have not done so. 

We do not propose to set an objective to address a gender pay gap for two 
reasons:  

• We reduced our gender pay gap significantly over the last 3 years. At March 
2023, when we were launching our last Equality Plan, our mean gender pay 
gap was 12% and we had no median gender pay gap. At March 2026, our 
mean gender pay gap was 2% and there is no median gender pay gap. 

• in a relatively small organisation such as ours, individual recruitment 
outcomes can make significant dierences. For example, an appointment of 
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one senior female manager could aect the overall Gender Pay Gap. Equally, 
more appointments of men in junior roles would also aect the pay balance. 
Therefore, although it is important that we closely monitor our Gender Pay 
Gap, we know that it is diicult for us to directly control it.  

We also considered expanding our pay gap monitoring to other characteristics – 
particularly, disability.  We recognise the importance of eliminating the disability 
employment gap across the public sector in Wales and in the UK. However, we 
believe that currently the representation of disabled people among our sta is too 
low to generate meaningful insights into pay dierences. Under this Plan, we are 
commiing to take steps to improve representation of disabled people in our 
workforce. If we are successful, we will revisit the feasibility of monitoring the 
disability pay gap. 

Our equality objectives 2026-29 

The equality objectives of our Equality Plan must meet the aims of the general 
equality duty. The objectives that we set must help us continue to ensure that 

• our service and workplace are free from discrimination, harassment and 
victimisation 

• dierent groups face no barriers to our service, and we act to reduce or 
remove any barriers. 

• all our sta, regardless of their background and characteristics, feel equally 
welcome and supported. 

For each objective, the Plan outlines the current situation and a number of 
specific actions to be taken in working towards fulfilling the objective. Under each 
objective, the Plan also states its relevance to protected characteristics. 

 

Objective 1: Promote our oice and services to under-represented 
groups 

This Objective is relevant to  

• the protected characteristics of age, race and disability. 
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• Welsh language 

• socio-economic disadvantage. 

Where we are now 

The first barrier that may stop people from accessing our service is a lack of 
awareness of who we are and how we can help.  

In the previous years, our communications and engagement work targeted: 

• young people  

• people from diverse ethnic and national backgrounds  

• disabled people  

• Welsh speakers  

• people experiencing socio economic disadvantage. 

To raise awareness of our oice, we organised more face-to-face outreach, 
created some multilingual resources, contributed content to the communications 
channels of some organisations working with our target communities, and 
strengthened our social media presence, targeting a younger demographic. 

During the last three years, awareness of the oice increased from 49% to 52%. 
Crucially, awareness increased for all target groups, with particular gains among 
ethnically diverse communities.  

Many groups are well-represented among our complainants; we are particularly 
pleased that in 2025-26 representation of people from diverse ethnic groups 
increased significantly.  

However, as we detail below, several groups remain less aware of our service or 
under-represented among our complainants. 

In addition, while we have grounds to believe that Welsh speakers are relatively 
well-represented among our complainants, we see very lile use of our service in 
Welsh. 
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Some people or communities may find complaints processes more challenging, 
and it is key that they are aware of how we can support access to our service. We 
have in place services and resources that can help. 

While most people complain to us online, we can also accept complaints that are 
not in writing. In 2025-26, we took 236 oral complaints – a record number. Our 
equality data suggests that this service is particularly popular among people who 
identify as disabled.   

In 2026, of respondents to our national survey, 77% thought that we could accept 
oral complaints, though this awareness was lower among disabled people and 
people in the DE social grade. 

We also have in place additional resources that can support people who complain 
to us – these include resources in community languages, Easy Read format and 
audiovisual content.  

Where we want to be 

We want to continue to build awareness of who we are and how we can help 
among the groups that remain less than average aware of us, under-represented 
among our complainants or most likely to need our help.  

We also want these groups to understand the support available to help them use 
our service. In particular, we want to make greater use of our oral complaints 
service. 

Based on our data, our the groups that we want to prioritise include 

• young people and older people 

People under the age of 25 are slightly more likely than average to complain 
to a public service provider. However, this group is much less aware than 
average of our oice and rarely submit complaints. While older people are 
relatively well aware of our oice, we see few complaints from this group. 

Our ambition: based on benchmarking against relevant organisations, we 
believe that it may be diicult to increase the uptake of our service by 
young people. However, we want to increase their awareness of our oice. 
We also expect that many complaints concerning experiences of older 
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people are submied to us by their relatives or carers. Nevertheless, we 
want to have assurance that our complaints service delivers suicient 
impact for older people.  

• people of diverse nationalities 

Our 2026 survey suggests that people who did not identify as Welsh, 
English or British were slightly less aware than average of our service.  This 
group is also under-represented among our complainants. We rarely 
receive oral complaints in community languages.  
Our ambition:  we want to improve awareness among this group and 
improve its representation among our complainants. We also would like to 
see more use of our oral complaints process in community languages. 

• people experiencing socioeconomic disadvantage 

People experiencing socioeconomic disadvantage navigate systemic 
barriers, including lower incomes, inadequate housing, unemployment, and 
more limited access to educational qualifications. Socio-economic 
vulnerability is known to negatively impact physical and mental health, 
linking to the protected characteristic of disability. Our data suggest that 

 while disabled people are well-represented among our complainants, 
they are less than average aware of the option to submit their 
complaint other than in writing 

 people who are in low skilled occupations are less than average aware 
of our oice and of the option to submit their complaint other than in 
writing 

 our complainants are more likely than average to hold a degree level 
qualification.  

Our ambition:  We would like to see beer awareness of our oice among 
this group, and beer representation among our complainants. We also 
would like to see more oral complaints submied by people that could be 
experiencing socio-economic disadvantage. 

• Welsh speakers 
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Welsh speakers appear to experience dierent barriers to our service than 
other groups. They appear to be generally more aware of our oice, and we 
have grounds to believe that they are relatively well-represented among 
our complainants. Despite this, we still see that very few people use our 
service in Welsh. In 2025-26 only 17 people expressed the preference to 
communicate with us in Welsh.   

Our ambition: We do not believe that we need to raise awareness of our 
oice among this group. However, we are concerned that so few Welsh 
speakers choose to exercise their right to complain in Welsh.  

We know that we can only influence the choices and preferences of our 
service users. There may be many reasons why Welsh speakers who reach 
us choose to communicate with us in English. Nevertheless, we are 
determined to explore new ways to encourage interactions with our service 
in Welsh. In particular, we want to encourage the use of oral complaints 
service in Welsh, which could help to alleviate any concerns over 
inadequate wrien skills. 

We are conscious that we do not have the capacity to eectively target all these 
groups equally at the same time. We will prioritise dierent groups each year to 
ensure impact for all.  

How we will get there 

We will communicate to under-represented groups clear messages, tailored to 
their needs and shaped by our organisational priorities. These will include: 

• the right to complain when public service providers get things wrong  

• our role, independence and impartiality 

• the right to complain in Welsh  

• the benefits of our oral complaints service (also in Welsh and other 
languages) 

• the key steps that must be completed by the complainant before we can 
help. 
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We will continue to utilise existing communications channels but also explore new 
ones. Social media, radio and TV presence will remain our key channels. However, 
by far the highest proportion of people who know about us learn about us through 
word of mouth. This proportion has been increasing for the past three years and 
now stands at 29% – rising to 41% among young people. In our view, this finding 
highlights the continued importance of  

• communication through personal, trusted networks (for instance, 
advocates and other trusted organisations) 

• visibility in community seings (e.g. community centres, schools, parent 
groups, faith groups, social clubs, or local meetings) 

• face-to-face interactions. 

Therefore, we will  

• develop materials promoting our oice and services and distribute them to 
target venues (e.g. local community centres, libraries, leisure centres) 

• continue to utilise our established social media channels, tailoring our 
content and messages to the interests of each target community, including 
through paid ads 

• develop our relationship with key media outlets to explore opportunities for 
community-specific programme ideas 

• continue to take opportunities to deliver our messages through face-to-
face interactions with the public 

• develop a programme of engagement with organisations and stakeholders 
that support, advise and represent our target communities, to raise their 
awareness of our role and process and help them refer to us the right 
complaints at the right time.  

How we will know we have made a dierence 

The change we want to see How we will measure this 

Awareness of the oice among under-
represented groups increases 

National awareness survey 
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Beer representation of under-
represented groups among our 
complainants 

Our equality monitoring 

More oral complaints received, with 
evidence that under-represented 
groups are benefiting from this service 

Casework analysis  

Our equality monitoring 

More oral complaints in Welsh and 
community languages received 

Casework analysis 

More people are stating Welsh as their 
language preference 

Casework analysis 

More instances of conversational use 
of Welsh recorded 

Casework analysis 

More people say that they heard about 
us through advice and advocacy 
organisation or elected representative  

National awareness survey 

 

Objective 2: Ensure seamless access to our service  

This Objective is relevant to  

• the protected characteristics of age and disability. 

• Welsh language 

• socio-economic disadvantage. 

Where we are now 

Accessibility and ease of complaining 

Once people know about us and reach out to us for help, it is paramount that they 
face no barriers to access.  

We were glad to see that, in 2025-26, 83% of our complainants that we asked said 
that it was easy to contact us - a lower proportion than in 2022-23 (87%).  These 
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views were broadly the same regardless of age, ethnicity, disability and 
educational aainment.  

People can complain to us in dierent ways. Almost 73% of our new complaints 
reach us through our online complaint form. However, we also accept complaints 
over the phone and by post. 

Our service user research suggests that the online complaint form is somewhat 
less likely to be used by older people, disabled people, and people without formal 
qualifications. These groups were more likely to send their complaint by post. 
Disabled people and people with no formal qualifications were also more likely to 
complain by phone.  

Our research suggests that in terms of ease of submiing a complaint, sending it 
by post was rated as easiest (83% agreed), followed by our online form (78% 
agreed) and by phone (71% agreed).  

Our information resources 

Although many factors may influence how people feel about how easy it is to get 
in touch with us, we know that accessibility of our website is a key factor. Our 
website features a range of information designed to support complainants. It is 
also a gateway to our online complaint form, which is designed to help users 
decide if we are the right organisation to consider their complaint. 

Over recent years, we took steps to improve the accessibility of our website 
content. We introduced an online complaint checker to help guide people through 
our complaints process. We also increasingly publish in more accessible formats 
such as Easy Read as well as create more audiovisual content.  

Our service is fully bilingual and so are our resources. However, the Welsh version 
of our website is used significantly less than the English version, although both 
versions are of equal standard. 

Additional support 

We ask everyone who complains to us if they need help and support. For example, 
we can oer documents in dierent formats, arrange translation into dierent 
languages, or signpost people to relevant advice or advocacy bodies. In 2025-26, 
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people in 526 cases informed us of their needs (for example, that they had 
dyslexia or they were neurodivergent) or asked us to adjust the way we 
communicate with them. Over 120 people told us last year that they identified as 
neurodiverse. 

Every year, we ask people if they agree that we met their requests for additional 
support. While the sample tends to be small, the proportion who agreed that we 
did meet their needs increased from 36% in 2024-25 to 70% in 2025-26. 

However, we want to continue to equip our sta to oer the best service to people 
with dierent needs. 

Where we want to be 

We are glad that most people say that our service is accessible, and our data 
suggest that we meet the needs of most of our complainants. However, our 
ambition is to make our service and resources accessible for everyone.  

While most complainants appear to find it easy to complain by phone, satisfaction 
with this channel is lower than for our online form. This could particularly aect 
disabled service users and those with lower educational aainment. We want to 
address this, particularly as we intend to expand promotion of the oral complaints 
service. 

Our website is our key information channel and the gateway to our online 
complaint form. Although we have improved its accessibility, we want to identify 
and track further improvements more systematically. We know that our language 
does not always follow the principles of Plain English / Cymraeg Clîr, which could 
present a barrier for some people. We also see potential to make greater use of 
audiovisual formats, especially to promote oral complaints. 

Finally, we want to do more to encourage Welsh speakers to navigate to our Welsh 
website.  

How we will get there 

We will 

• begin to more systematically monitor accessibility of our website, online 
form and other content and identify opportunities to improve user journey 
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• create more audiovisual content to make our information more accessible, 
with particular focus on oral complaints service 

• review our internal guidance to promote and embed the principles of Plain 
English / Cymraeg Clîr 

• take steps to improve discoverability of our Welsh-medium website and 
implement measures to promote selection of Welsh language choice 

• streamline our oral complaints service, introducing digital and service level 
improvements 

• proactively engage with service users who told us that our service was not 
suiciently accessible to understand where we must improve. 

How we will know we have made a dierence 

The change we want to see How we will measure this 

A higher proportion of service users 
agree that it was easy to get in touch 
with us. 

Service user survey 

Accessibility score of our website 
established and any improvements 
identified and acted upon 

WCAG compliance assessment 

A higher proportion of service users 
find it easy to submit an oral complaint 

Annual service user survey 

More visits to our Welsh-medium 
website and strong engagement with 
the content  

GA4 trends monitoring: number of new 
and active users and engagement rate 

 

Objective 3: Deliver beer outcomes for vulnerable groups 
through our systemic improvement work 

This Objective is relevant to  

• all protected characteristics  
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• socio-economic disadvantage. 

Where we are now 

We have legal powers that enable us to proactively drive systemic improvement of 
public services. 

• We can investigate on ‘own initiative’ (even when we have not received a 
complaint) including by launching a stand-alone investigation if we think 
that an issue is potentially serious and could aect a wider group of service 
users. 

• As the Complaints Standards Authority for Wales, we work directly with 
service providers to improve how they handle complaints. This includes by 
issuing Model Complaints Policy and guidance as well as oering training to 
sta dealing with complaints. 

From the outset, we embedded aention to accessibility and positive outcomes 
for more vulnerable groups into how we used these powers.  

• Our stand-alone investigations are always accompanied by a Welsh 
Language and Equality Impact Assessment. While a number of our own 
initiative investigations focused on failings in healthcare, 7 such 
investigations that we closed to date focused on services for vulnerable 
groups – homeless people, and unpaid carers. 

• Our complaint handling guidance for service providers emphasises the 
importance of accessibility of complaints processes. 

In 2023, we commied to support beer collection and analysis of equality data 
by organisations under our Complaints Standards. This would not only help these 
organisations to beer support complainants but also help us to understand to 
what extent the profile of people using our service reflects the profile of people 
complaining about Welsh public services. 

In 2023-24, we asked the service providers subject to our Complaints Standards 
what equality data they collected from people who had complained about their 
services. A significant number of respondents said that they did not collect, or 
had stopped collecting, this data.  
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Where we want to be 

We want to continue to focus our own initiative work on issues aecting most 
vulnerable service users. To do that eectively, we need timely and reliable 
intelligence on issues aecting service users. We believe that third sector 
organisations in Wales that directly support, advise and represent service users 
are best placed to oer such insights. We want to engage with the sector more 
closely, build awareness and trust, and establish reliable channels for issues to be 
communicated to us.  

Accessibility of local complaints processes is central to good complaint handling 
practice. We remain commied to supporting beer collection and analysis of 
equality data by organisations under our Complaints Standards. Without this 
data, it is diicult to ascertain how accessible complaints processes actually are, 
and what opportunities could exist to advance equality of opportunity and remove 
barriers to access. 

How we will get there 

• develop a targeted survey and a programme of engagement with third 
sector organisations in Wales to gather beer information on issues 
aecting users of public services, with special focus on vulnerable and 
under-represented groups 

• use our Complaints Standards powers to gather more evidence on 
complainant equality monitoring by public service providers in Wales 

• promote beer collection and analysis of equality data by service providers 

• We are already developing Child Friendly Complaints Guidance in 
collaboration with the Children’s Commissioner for Wales, and we will 
finalise and promote this resource. 
 

How we will know we have made a dierence 

The change we want to see How we will measure this 
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Third sector survey launched and 
embedded  

Survey response rate 

Third sector organisations have good 
awareness of our oral complaints 
service and own initiative work  

 Third sector survey 

Service providers recording and 
providing information on equality 
profile of complainants 

Complaints data collected under our 
Complaints Standards powers 

 

Objective 4: Continue to improve the diversity of our workforce. 

This Objective is relevant to  

• the protected characteristics of disability, religion, age, ethnicity, and trans 
identity.  

Where we are now 

We serve the people of Wales and we want our workforce to be representative of 
the Welsh public.  

Some groups are relatively well or well-represented among our workforce. This 
includes people who 

• are over 55 

• identify as female 

• come from diverse national backgrounds 

• identify with diverse sexual orientations 

However, some groups remained under-represented. This includes people who  

• are under 25 – while the representation of this group in 2026 stands at 7%, 
this remains below the Welsh average of about 11% of population between 
16 and 24 (StatsWales).  

https://statswales.gov.wales/Catalogue/Population-and-Migration/Population/Estimates/Local-Authority/PopulationEstimates-by-LocalAuthority-Age
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• come from diverse ethnic backgrounds – 4% of our sta who shared 
equality data identified in this way, slightly below the Welsh average of 6% 
(Census 2021). 

• follow diverse religions – only 1% of our sta identified with this category, 
much lower than the Welsh average of 4%. 

• no member of sta identified as trans. 

• identified as disabled – 4% of our sta identified in this way, compared to 
11% of the population in Wales identified as disabled and economically 
active. In addition, while 11% of job applicants for whom we have equality 
data identified as disabled, this group was not represented among 
shortlisted or successful candidates as they did not meet the essential 
criteria for the vacancies. 

While 12% of our sta said that Welsh was their first language, the proportions of 
people with Welsh language skills were much higher: 

• speaking: 30% 

• reading: 28% 

• writing: 25% 

• understanding: 29%. 

Where we want to be 

For us to reflect the diversity in society, our aim is to aract more applicants from 
diverse backgrounds who meet the essential criteria for the role. While a number 
of equality groups, as well as Welsh speakers, are well-represented among our 
sta, several groups are not.  

We want to do more to promote relevant opportunities to these groups. While we 
know that some of our sta who meet the legal definition of disability would not 
identify as disabled, we want to revisit our eorts to increase the representation 
of this group in our workplace.  

Under our Equality Plan 2023-2026 we gathered feedback on accessibility of our 
recruitment process. Overall, people told us that the process was accessible. 
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However, we will continue to seek assurance that our recruitment process 
adequately supports those that require reasonable adjustments.   

How we will get there 

We will 

• carry out a further review of our recruitment processes to ensure they are 
developed to be even more inclusive, including the needs of people who 
identify as neurodiverse. 

• explore the requirements of the Disability Confident scheme in relation to 
recruitment and consider whether it is reasonable for us to commit to the 
scheme.   

How we will know we have made a dierence 

The change we want to see How we will measure this 

Beer representation of target groups 
among our sta 

Equality monitoring of our sta and job 
candidates 

 

Objective 5: Promote and support diversity and inclusion in our 
workplace.  

This Objective is relevant to  

• all protected characteristics. 

• Welsh language. 

Where we are now 

As a workplace, we want to be an environment where everyone feels that they are 
included, treated fairly and have equal access to opportunities. 

Of our sta who responded to sta survey in 2026 

• 88% agreed that they felt that we are commied to creating a diverse, 
equal and inclusive workplace. 

• 80% agreed that we respect individual dierences. 
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• 59% agreed that all sta have equal access to opportunities for 
development and support. 

Awareness of and training needs in relation to equality duties 

We identify training needs through our annual performance review and 
development process. As part of the process, objectives are developed and 
agreed for the year ahead and any training and development needs are identified 
and included in the Individual Development Plan.  All sta have an Individual 
Development Plan and their development needs are reviewed at each progress 
meeting.   

For all new starters, we have a separate induction module which explains our 
equality and Welsh language duties.  

Beyond that, we use our internal communications channels to let our sta know 
on an ongoing basis about relevant equality, diversity and inclusion awareness 
days as well as any training opportunities or events related to equality, diversity 
and inclusion. 

Of our sta who responded to the sta survey in 2026 

• 80% agreed that they felt well informed about the work undertaken in the 
oice to promote equality. 

Welsh language  

At PSOW we are in a fortunate position that a large proportion of our sta 
have Welsh language skills, and we can oer a timely service in Welsh.  Our 
intranet is bilingual, and we support sta with bilingual software and resources. 
Our Welsh Language Policy sets out our commitments in relation to internal use of 
Welsh.  However, that policy focuses mainly on resources and infrastructure in 
place – it does not extend to proactive work to encourage the use of Welsh. 

Where we want to be 

As an organisation we want to support our people and equip them to deliver in 
their roles. Our sta survey results show that 88% agree that we are commied to 
creating a diverse, equal and inclusive workplace. We recognise that sta may 
have additional needs due to a range of protected characteristics. We would like 
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to build on our mechanisms of support for sta and further equip our managers to 
recognise and deliver appropriate support when and where it is needed. We also 
want to encourage sta to access support through the mechanisms we have in 
place, for example our Wellbeing Passport. 

By expanding our understanding of a variety of potential reasonable adjustments 
we can ensure that we continue to be an inclusive workplace where everyone can 
thrive. 

We are delighted that so many of our sta have Welsh language skills. However, 
there is more that we can do to promote sta use of Welsh, even by colleagues 
who currently have lile or no Welsh language skills.    

How we will get there 

We will 

• support all managers with further development in relation to supporting 
additional needs  

• promote the support available to sta as part of the HR Module of Induction  

• explore the requirements of the Disability Confident Leaders scheme in 
relation to retention and support for disabled sta and consider whether 
we are able to commit to the scheme. 

• review our Welsh Language Policy to reflect our commitment to proactive 
promotion of internal use of Welsh and develop communications to support 
this commitment.  

How we will know we have made a dierence 

The change we want to see How we will measure this 

A higher proportion of sta agree that 
we are commied to creating a 
diverse, equal and inclusive workplace 

Sta survey 

A higher proportion of sta agree that 
we respect individual dierences 

Sta survey 
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Sta agree that we support internal 
use of Welsh.  

Sta survey (new question) 

 

How we will monitor our work under this Plan 

Our Management Team has the overall responsibility for the strategic direction 
and governance of the oice. Our Advisory Panel has oversight of our performance 
against our Strategic Aims. 

Our Executive Director – Corporate Resources ensures that the way we work 
complies with all legal, statutory and good practice guidance requirements under 
the Equality Act 2010, the Equality Act 2010 (Statutory Duties) (Wales) 
Regulations 2011 and our Welsh Language Standards.  

Day to day responsibility for coordinating, monitoring, evaluating and reporting on 
the delivery of this Plan sits with Head of Policy and Engagement  

All sta assigned responsibilities for actions are responsible for completing those 
assigned to them, with progress monitored on an ongoing basis at team level. 

 

END 
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