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Our role

We have three main roles.

’

We investigate complaints about public services.

We consider complaints about councillors breaching the
Code of Conduct.

We drive systemic improvement of public services and
standards of conduct in local government in Wales.

Our ambition

*
*

*
w

People of Wales feel that public services treat them fairly
and respond when things go wrong.

Welsh public services listen to individuals and use their
complaints to learn and improve.

Welsh local government is trusted to deliver the highest
standards of conduct.

The Public Services Ombudsman for Wales continues to
be an influential and respected voice in public service
improvement.

Our principles

We are independent, impartial, fair and open to all who need us.
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A word from the Ombudsman

This annual report reflects my first year in office. It has been a year
of many successes and positive change, but also some challenges.

We have had fewer new complaints and have more impact, while also
about breaches of the Code of allowing us to remain a supportive
Conduct by Welsh councillors. We also  and healthy workplace. Nevertheless,
closed arecord number of complaints our increasing caseload pressures

about public services, delivering are a growing concern and we will
justice to many more people. During be realistic about the resources and
the year, we have continued to help capacity available to us to deliver
public services improve. We delivered change as we embark on this new
over 180 free training sessions to chapter in our service to the people of
public bodies on good complaint Wales.

handling. We also consulted on our

next ‘own initiative investigation’ Michelle Morris

- which will look at carers needs
assessments. Internally, we launched
our new Service Quality process and
celebrated removing our median

gender pay gap.

Despite these and other positives,

it has also been a very challenging
year. We are seeing more and more
complaints about public services.
Health continues to be the subject of
over 80% of our investigations overall
and these investigations are often
lengthy and complex. This workload
meant that some people have had

to wait longer for an outcome, and
impacted the well-being of our staff.

We trust that our new Strategic Plan
will help us work more efficiently
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Strategic Aim 1: Deliver justice
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We received 4% fewer new
complaints about the Code of

We received fewer
new complaints about

councillors at Town
and Community
Councils.

Conduct.

61% of these new
complaints were
about promotion of

equality and respect.
The Adjudication Panel for Wales

and Standards Committees
upheld and found breaches in
96% of our referrals

they considered F < ’

We made 12 referrals

of Code of Conduct
complaints made to
the Adjudication Panel
for Wales or local
Standards Committees.

in 2022/23.

We upheld only 7% of requests We launched our new
for review of our decisions, Service Quality process,
which gives us confidence through which we will
that our process is sound. O look at how well we meet

our service standards.

48% of people - and Vv
95% of those satisfied

with the outcome of - —
their complaint - were Vv Pt

happy with our service.
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Strategic Aim 2: Promote improvement

We completed

2 extended
investigations,
when we are already
investigating

a problem and

we extend the
investigation to
other issues or
complainants.

A
4

We published 5 Public
Interest Reports, about
serious cases
related to
healthcare.
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Strategic Aim 3: Use resources wisely

We had no
median gender

It cost us 16% less

pay gap. 9 ‘ to consider each o =
-

complaint this year.

We avoided 134kg of

A higher proportion of
CO2 in emissions. Cymraeg Igher proporti

our staff told us that
they had good or fluent
Welsh language skills.

We developed our new Strategic Plan, which sets out 4 aims:

Delivering justice with a positive impact for people
and public services

. Increasing accessibility and inclusion

. Increasing the impact of our proactive
improvement work

. Ensuring that we are a healthy, efficient and
accountable organisation.
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