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Mr. Andrew R.T. Davies MS 
Chair, Senedd Economy, Transport & Rural Affairs Committee   
Welsh Government 
Cardiff  
CF99 1NA 
 
Via email to: SeneddEconomy@senedd.wales 

28 January 2026  

Update following the committee’s recommendation on complaints handling 

Dear Andrew, 

I am writing to provide the Committee with an update on the work undertaken by the Development 
Bank of Wales in response to Recommendation 10 of the Committee’s report, relating to complaint 
handling. 

As the Committee will be aware, the Welsh Government commissioned its Project Assessment 
Review which reported in 2025 following which the Cabinet Secretary for Economy updated the 
Committee on the outcomes of that report in August noting that: 

“I am pleased to note the Review Team found the arrangements between the Welsh Government 
Partnership Team and DBW are effective, and the bank is well place to deliver on its objectives and 
targets set out in the Corporate Plan.  

The Team also found comprehensive and robust due diligence is undertaken in respect of the bank’s 
customers, which mitigates financial and reputational risk, and the bank follows robust processes 
to follow up on complaints, of which there are few. In line with the findings of good practice for both 
complaints handling and due diligence there were no specific recommendations for further actions 
related to either of these areas.”1 

No specific recommendations were made by the review team regarding complaints save to note a 
need for greater detail on the process to be followed where a complaint is to be referred onwards 
to the Welsh Government Partnership team. This point has since been clarified in the latest update 
to the Framework Document. 

 
1 
https://business.senedd.wales/documents/s164692/Letter%20from%20the%20Cabinet%20Secretary%20for%20Econ
omy%20Energy%20and%20Planning%20-%204%20August%202025.pdf  
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While the external review provided assurance that our complaints processes are robust and 
proportionate, the Board also viewed the Committee’s recommendation as an opportunity to 
further strengthen understanding, transparency and prevention across the investment lifecycle. 

A further complaint handling review was carried out by independent internal auditors, RSM UK Risk 
Assurance Services LLP (RSM) as part of the 2025-2026 internal audit plan. 

A copy of RSM’s audit outcome overview together with a summary of management actions is 
attached as Appendix 1. As noted in the attached, RSM identified one medium and seven low 
priority actions, all of which have been actioned.  

These priority actions are defined by RSM as follows: 

• Medium: timely management attention is necessary 

• Low: there is scope for enhancing control or improving efficiency. 

The medium priority action relates to the assessment and categorisation of customer feedback and 
complaints. In the financial year ended 31st March 2025, a total of 50 instances of customer 
feedback were logged. RSM identified one instance where a response to a customer survey had 
been classified as feedback, when because the response expressed dissatisfaction, it should have 
been classified as a complaint. 

Finally, following a specific complaint received in 2024 relating to events at an investee company in 
2018, the board of directors of the Development Bank of Wales plc revisited the key aspects of the 
case with the support of an independent governance review. 

Following careful consideration of the matters raised in the complaint the board is satisfied that the 
Development Bank acted appropriately and in line with market practice. 

As part of our ongoing commitment to continuous improvement and to meeting the high standards 
expected of a public body, management is implementing the following measures to further 
strengthen our governance: 

1. An operational review of arrangements for the storage and retention of contemporaneous  
notes of decisions relating to investments  

2. Broadening existing procedures to cater for the limited number of situations where 
complaints are received from individuals who are technically non-customers (non-customer 
complaints) 

3. Clarification of the escalation pathway and appeals process applicable to non-customer 
complaints 

4. An enhancement to existing procedures to provide a clear recommendation to founders that 
they should take independent advice on the content and implications of investment-related 
documents (such as investment agreements, articles of association, and directors’ service 
agreements). The aim is to better equip founders to make their own well-informed 
decisions, to promote understanding of the documents being signed and to minimise the 
risk of future disputes. 
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Beyond addressing the specific actions, management has reflected on how to ensure that learning 
from feedback and complaints more effectively informs the guidance we provide to founders at the 
outset of the investment process.  

We have recently introduced the Founders’ Playbook, developed from in-depth research with 
technology business founders and informed by themes emerging from the Committee’s inquiry and 
market feedback. The Playbook provides practical guidance to improve founder understanding of 
investment structures, governance responsibilities and decision-making at key growth stages, 
helping to reduce the risk of misunderstanding and future disputes. (Founder's playbook) 

These measures build on the fact that our processes have continued to evolve as a matter of good 
practice. Taken together, they reflect not only assurance over the robustness of our complaints 
handling, but a commitment to learning from experience and embedding that learning into clearer 
guidance and support for founders across Wales. 

We trust this demonstrates the board’s commitment to transparency, good governance and to 
responding constructively to the Committee’s recommendation and oversight. 

Yours sincerely, 

 

 

Sally Bridgeland 
Chair, Development Bank of Wales 
Hon Group Captain Sally Bridgeland BSc ARCS FIA FRSA FSIP  
601 (County of London) Sqn RAuxAF  

 

 

https://developmentbank.wales/resources/learning-hub/founders-playbook
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