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Statement of Principles

Effective complaints handling processes should be:

1. Complainant Focused
2. Simple
3. Fair & Objective
4. Timely & Effective
5. Accountable
6. Committed to Continuous Improvement
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Complainant Focused

- The complainant should always be at the centre of the complaints 
process

- Service providers need to be flexible when responding to 
complainants’ differing needs.

So, what does this look like in practice?
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Accessibility, visibility, publicity

Good complaints processes are accessible to people from all parts of 
society, and well publicised.

- What provision is made for different languages and levels of literacy?
- What sort of channels can people use to make complaints?
- How are advocacy services signposted?
- How do public bodies promote their complaints process?
- Do staff know about the complaints policy, and their role in it?
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Fair, simple, and committed to delivering better 
services
Good complaints processes use information to improve services for 
everyone – not just those people who make complaints.

- Work with complainants to understand their complaint and avoid 
defensive behaviour

- Admit when something has gone wrong, and apologise appropriately
- Take action to ensure that other people don’t experience the same 

outcome.
- Use complaints data to understand performance
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The Complaints Landscape

21/22 so far…

An average of 5.57 complaints per 
1000 residents.

50% of all complaints were upheld.

~80% of all complaints were closed 
within 20 days.

256 Complaints related to Local 
Authorities were referred to PSOW 
(~6.5%).

~4,500 complaints were logged by 
Local Authorities in Wales.

www.ombudsman.wales/published-statistics
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The goal of good complaints processes is not to deliver fewer complaints.

The goal is to maintain relationships, protect reputations, and improve 
services for all users.
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Any Questions?
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Diolch
Thank You

Matthew Harris
Pennaeth Safonau Cwynion/Head of Complaints 
Standards
Matthew.Harris@Ombwdsmon.Cymru
07960 921958

mailto:Matthew.Harris@Ombwdsmon.Cymru
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