
How a resident in a care home can escalate a complaint in Wales

* They can only complain about a LA’s initial function.
**  As Alternative Dispute Resolution (ADR) is a voluntary resolution option, the consumer and care home could agree to engage in it at any time. Residents can also seek 

legal advice and/or take court action for breaches of law, such as a breach of contract, for example.
*** If a resident is still unhappy and they can supply further evidence, they can ask the ombudsman review manager to investigate.

Their care is funded, provided, 
arranged or commissioned 
by the local authority, or it has 
assessed the resident’s needs

They fund their own care

They can use your care home’s 
complaints procedure

1.  The resident arranged 
their care in a home 
owned by a local 
authority

*2.  The LA arranged their 
care because there was 
no one else available

*3.  The LA arranged their 
care because they were 
requested to do so 

They should contact the 
service provider direct, 
or the Health Board that 
arranged and paid for the 
service

*** A resident can ask the Public 
Services Ombudsman for Wales to 
investigate

They can use the 
local authority’s 
complaints 
procedure

After going through the internal 
process is the complainant 
satisfied?

Complaint is resolved 
& case closed. Record 
outcome. Are  there 
lessons to be learned/
shared?

Is the 
complainant 
now satisfied?

EXCEPT if:

Yes

NoNo

Their care is funded by the NHS

Yes

**A resident has a complaint

In the first instance, all residents should be encouraged 
to speak to you informally as their care provider to try to 
resolve the issue as quickly as possible

Is the complainant  now satisfied?

Complaint is resolved & case 
closed. Record outcome. Are  there 
lessons to be learned/shared?

No

Yes

A resident can 
go direct to the 
ombudsman 
if they are in 
immediate 
danger (they 
are likely to be 
advised to go 
to the police or 
social services)

If the complaint is 
not resolved in a 
reasonable time, 
e.g. 12 weeks

If the 
complaint is 
not resolved in 
a reasonable 
time, e.g. 12 
weeks


