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Who can comprams

We can consider complaints made by members of the public where they have experienced injustice or hardship. We can also consider complaints
from someone acting on behalf of a member of the public.

In most cases, we need to see that the person had already complained to you as a service provider and that you looked into their complaint.

We usually expect people to complain to us within 12 months of the issue or when they became aware of the issue. We have some discretion to
consider complaints outside of this timeframe.

What about informing people of their right to complain to you?

As an independent care provider, you must have a complaints procedure in place. We expect you to include in this procedure information about our
role as the Ombudsman.

For example,
The Ombudsman

If you are not happy with how we responded to your complaint, you may complain to the Public Services Ombudsman for Wales. The Ombudsman
is independent of all care providers and government bodies, and can look into your complaint if you believe that you, or the person you represent:

¢ have been treated unfairly or
¢ received bad service through some failure on our part, and
 suffered injustice or hardship as a result.

The Ombudsman generally needs you to raise your concerns with us first and to give us a chance to put things right.
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