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Meeting of: Standards Committee 

Date of Meeting: Thursday, 26 September 2024 

Relevant Scrutiny 
Committee: No Relevant Scrutiny Committee 

Report Title:  
Public Services Ombudsman for Wales  Annual Report and 

Accounts 2023/24 

Purpose of Report: 
 To present to Members extracts from the Annual Report and Accounts for 
the Public Services Ombudsman for Wales for the year ending 31st March, 

2024 in respect of Members' Code of Conduct matters  

Report Owner:  Victoria Davidson, Monitoring Officer/Head of Legal and Democratic Services 

Responsible Officer:  Karen Bowen, Principal Democratic and Scrutiny Services Officer 

Elected Member and 
Officer Consultation:  

 This report does not require consultation to be undertaken  

Policy Framework:  This is a matter for decision by the Standards Committee  

Executive Summary: 
• The Public Services Ombudsman for Wales Annual Report 2023/2024 provides details relating to 

the functions of the Public Services Ombudsman for Wales (the Ombudsman).  The link to the full 
report can be found in paragraph 2.1 of this report. 

 
• Standards Committee Members are requested to consider the references detailed in the 

Ombudsman's Report in respect of complaints of Members of Local Authorities who have 
breached their Authority's Members' Code of Conduct 

• The Annual Report of the Ombudsman has been produced in a different format to previous 
reports and the relevant sections for the Committee’s consideration can be found on pages 9 and 
10  Key statistics and pages 26 – 30 regarding Code of Conduct complaints.  
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Recommendation 
1. THAT the Standards Committee consider the aspects within the Annual Report of 

the Public Services Ombudsman for Wales referring to Code of Conduct matters  
within the remit of the Standards Committee.  

Reason for Recommendation 
1. For consideration by Members of the Standards Committee. 

1. Background 
1.1 The Annual Report is a combined report addressing matters relating to the  dual 

functions of the Public Services Ombudsman for Wales (the Ombudsman) 
including financial management.   

2. Key Issues for Consideration 
2.1 The Ombudsman’s Report addresses the three main roles of the Ombudsman, 

which are to investigate complaints about public service providers in Wales, to 
consider complaints of Members of Local Authorities who have breached their 
Authority's Members' Code of Conduct and to drive systematic improvement of 
public services (page 9 of the document).  The link to the full Annual Report can 
be found at https://www.ombudsman.wales/app/uploads/2024/08/Annual-
Report-and-Accounts-2023-24.pdf 

  

2.2 The Ombudsman's Office has also produced an Executive Summary and an Easy 
Read Version of the document which can also be found via the Ombudsman's 
website on the links below:  

https://www.ombudsman.wales/app/uploads/2024/08/Executive-Summary-
Annual-Report-and-Accounts-2023-24.pdf 

Easy read - https://www.ombudsman.wales/app/uploads/2024/08/Public-
Services-Ombudsman-for-Wales-Annual-Report-23-24-English.pdf 

 

2.3 With particular reference to Members' Code of Conduct complaints, the 
Ombudsman may consider complaints about the behaviour of: 

• County and County Borough Councils; 

• Town and Community Councils; 

• Fire Authorities; 

• National Park Authorities; 

• Police and Crime Panels. 

https://www.ombudsman.wales/app/uploads/2024/08/Annual-Report-and-Accounts-2023-24.pdf
https://www.ombudsman.wales/app/uploads/2024/08/Annual-Report-and-Accounts-2023-24.pdf
https://www.ombudsman.wales/app/uploads/2024/08/Executive-Summary-Annual-Report-and-Accounts-2023-24.pdf
https://www.ombudsman.wales/app/uploads/2024/08/Executive-Summary-Annual-Report-and-Accounts-2023-24.pdf
https://www.ombudsman.wales/app/uploads/2024/08/Public-Services-Ombudsman-for-Wales-Annual-Report-23-24-English.pdf
https://www.ombudsman.wales/app/uploads/2024/08/Public-Services-Ombudsman-for-Wales-Annual-Report-23-24-English.pdf
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2.4 The Annual Report notes that all the Authorities' Members' Code of Conduct set 
out in detail how Members must follow recognised principles of behaviour in 
public life.  The Ombudsman further states that if a County Councillor wishes to 
make a complaint about another County Councillor in their own Authority, it is 
expected that they first of all make their complaint to that Authority's 
Monitoring Officer as it may be possible to resolve the matter locally without the 
Ombudsman's involvement. 

2.5 The Ombudsman’s office sets out on page 9 and 10 of the report infographics 
which provide, amongst other statistics, some key statistics on the percentage of 
enquiries and complaints received; public awareness of the service, percentage 
case intervention, and notes that 67% of the Ombudsman’s recommendations to 
public bodies were complied with on time.  Interestingly, 55% of Code of Conduct 
complaints were about the promotion of equality and respect, albeit a lower 
proportion than last year at 61%.  85% of Code of Conduct breaches referred to 
were upheld by Standards Committees or the Adjudication Panel for Wales.   

2.6 In ‘delivering justice’ the Ombudsman  received 9,863 cases ( enquiries, pre- 
assessments and complaints about Public Services and Code of Conduct in the 
period) being up by 17% from the previous year’s total of 8419, representing an 
upward trend of their caseload, which has seen an increase by 37% since 
2019/20. With 6, 630 being enquiries and Code of Conduct pre – assessments, of 
these 328 Code of Conduct complaints saw an increase of  16% on the previous 
year.  

2.7 Of those cases closed, there was a 6% increase in cases which were closed 
compared to last year, with an overall 11% increase since 2019/20. 

2.8 Standards Committee Members' attention is drawn to the following pages of the 
report copies of which have been reproduced as an Appendix to this report :   

 

• Pages 21 to 23 ‘Early Resolution’ refer to how matters were dealt with via early 
resolution within 4 weeks of their 6 week target, 

• Complaints about the Code of Conduct and case examples can be found at pages 26 
to 30, following a small drop in Code of Conduct complaints in the previous year the 
Ombudsman’s officer received 518 complaints about the Code of Conduct but only 
had information to investigate 328, 16% more than last year.  Of these, 176 were 
complaints about town and community councillors, 151 about Principal Council 
Councillors and 1 regarding a national park councillor. Generally, the cases 
categorised under ‘respect’ are lower-level complaints which are generally 
determined more quickly, not investigated, or where the Ombudsman’s officer 
recommend the complaint is best resolved locally.  Those cases categorised as 
‘equality’ commonly involve more serious allegation of bullying or discrimination.   

• Page 28-30 provides statistics on close Code of Conduct complaints and some case 
examples. 

• Further, on page 30 reference is made to the Independent review and the 
appointment of Melissa McCullough to undertake a review of the Ombudsman’s 
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office handling of Code of Conduct complaints.  A link to the terms of reference is 
embedded with in the report, with a final report on the review to be shared with the 
Senedd’s Finance Committee and publication in the Autumn of 2024. 

• Details regarding the quality of decisions at page 31-32, and the quality of the service 
can be found at pages 33 -35, 

• Pages 76 – 78 refer to key risks and issues and in particular the social media post 
made by a former member of staff.   

2.9 The Full Annual Report has not been reproduced in its entirety in this report as 
the remaining sections refer primarily to the organisation’s strategic aims, 
internal governance arrangements, and accountability, a people section, 
sustainability, and the organisations financial management.  Set out with the 
report is the organisations Corporate Governance report from page 62 including 
the annual governance statement for 2023/24.   

2.10 Committee are requested to consider the information contained in the PSOW’s 
Annual Report with regard to Code of Conduct Complaints. 

3. How do proposals evidence the Five Ways of Working and contribute 
to our Well-being Objectives? 

3.1 This report relates to the role of the Standards Committee to promote and 
maintain high standards of conduct of Members as detailed in the Council's 
Constitution. 

4. Climate Change and Nature Implications  
4.1 None as a direct result of this report. 

5. Resources and Legal Considerations 
Financial  

5.1 None as a direct result of this report. 

Employment  

5.2 None as a direct result of this report. 

Legal (Including Equalities) 

5.3 None as a direct result of this report. 

6. Background Papers 
None 
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