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18 December 2017 

 

John Griffiths AM 

Equality, Local Government and Communities Committee 

The National Assembly for Wales  

Cardiff Bay 

Cardiff 

CF99 1NA 

 

Dear Chair 

Public Services Ombudsman (Wales) Bill, Evidence Session of 7 December 2017:  

CPD and Dignity and respect 

During the evidence session, I was asked for the Complaint handing Principles that underpin 

the SPSO’s work on complaints standards.  These are set out in the Appendix.  The 

Committee may also be interested in the SPSO’s submission to the Parliament in 2010, this is 

available at 

https://www.spso.org.uk/sites/spso/files/communications_material/business_information/SPSO

-Statement-of-Complaints-Handling-Principles-covering-submission-November-2010.pdf.   

The Principles were approved by the Scottish Parliament in January 2011.  This followed a 

period of stakeholder engagement which concluded with a full public consultation.  We 

consulted on a model complaints handling procedure at the same time so that those 

responding could also comment on how the Principles would be translated into practice.   

Since 2011, the Principles and model procedures have become an established part of public 

service throughout Scotland.  As I set out for the Committee, the Principles and procedures 

are part of toolkit available to us (and those in our jurisdiction) that enable us to make a real 

difference by driving up standards to improve public services through learning from 

complaints. 

Yours sincerely 

 

Rosemary Agnew 

Scottish Public Services Ombudsman   

Y Pwyllgor Cydraddoldeb, Llywodraeth Leol a Chymunedau 
Equality, Local Government and Communities Committee 
ELGC(5)-01-18 Papur 7 / Paper 7

https://www.spso.org.uk/sites/spso/files/communications_material/business_information/SPSO-Statement-of-Complaints-Handling-Principles-covering-submission-November-2010.pdf
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Appendix:  SPSO Statement of Complaints Handling Principles 

Available at: 

http://www.valuingcomplaints.org.uk/sites/valuingcomplaints/files/resources/principles.pdf  

 

 

 

 

  

http://www.valuingcomplaints.org.uk/sites/valuingcomplaints/files/resources/principles.pdf


 

Page 3 of 5 

 

 

 

 

 

  



 

Page 4 of 5 

 

 

 

 

  



 

Page 5 of 5 

 

 

 

 




