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• Older people and their relatives who are unhappy with outcome of PSOW investigation, 

usually when a complaint has not been upheld or only partially upheld.  This has included 

cases where bereaved relatives have raised concerns about the treatment of their relatives 

in relation to health and social care. In these cases, enquirers are provided with details of 

the Ombudsman’s Decision Review Process. 

In addition, the Commissioner has sometimes been copied into complaints to PSOW, but not 

necessarily into the outcomes of any such complaints or feedback on experiences of the process. 

For some older people, awareness of the role of PSOW and how to raise concerns about public 

services remains low.  In spite of this, access to complaints procedures seem to be improving.  

More emphasis is needed on updating people on the progress of their complaints.  An issue that is 

frequently raised regarding complaints procedures (in general rather than purely in relation to the 

PSOW) is a lack of communication on the progress of complaints and what is happening.   

The PSOW ‘own initiative investigations’ to date have been beneficial, highlighting underexplored 

areas and encouraging scrutiny.  The ‘Are we caring for our carers? - An Own Initiative 

investigation into the administration of carers’ needs assessments in Wales’ report demonstrated, 

for example, that in the sample of local authorities considered, only 2.8% of the carer population 

had their needs assessed, and only 1.5% of the carer population had an assessment that led to a 

support plan.  The ability of PSOW to undertake such investigations is important and offers an 

opportunity for meaningful recommendations for improvement. 

The powers within the Commissioner for Older People Act 2006 (Section 16) for the OPCW to 

work jointly with the PSOW (including a joint examination/report) are also welcome. 

 

The Commissioner hopes that this information is useful to the Inquiry. 

 

 

Rachel Bowen 

Director of Policy, Older People’s Commissioner for Wales 

  

 

 

 

 




