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NATIONAL ASSEMBLY FOR WALES 
 

REPORT FROM THE FINANCE COMMITTEE  
 

Report on the Public Service Ombudsman for Wales� Estimates for the 
Financial Year 2010-11. 
 
Background: 
 
1. Standing Order 27 states: 
 

Ombudsman  
 

27.15 The Ombudsman must submit the estimate of income and 
expenses required under paragraph 15 of Schedule 1 to the 
Public Services Ombudsman (Wales) Act 2005 to the Finance 
Committee as soon as practicable but in any event no later 
than 1 November in each financial year. 

 
27.16 The Finance Committee must consider and lay before the 

Assembly, no later than 22 November, the estimate, with any 
modifications which the Committee, having consulted and 
taken into account any representations made by the 
Ombudsman, considers appropriate.   

 
2. The Public Service Ombudsman for Wales (PSOW) submitted his estimate of 
income and expenses for the year ending 31 March 2011 to the Finance 
Committee on 12 October 2008 (Annex A).   The Committee was very grateful 
that the PSOW, Peter Tyndall, accepted its invitation to discuss the budget at 
its meeting on 22 October. 
 
Report 
 
3. The Committee discussed the request for a resource budget of £3.328m, 
which represented an increase of 1.5% on the budget for 2009-10 [Submission 
Appendix 1].   The Ombudsman informed the Committee that the main 
pressures on his budget would be to improve the existing service and cope 
with rising demand, the implications of the proposed complaints signposting 
service for Wales and the impact of the forthcoming changes to health redress 
on his service. 
 
4. The Committee noted that the Ombudsman had continued to experience a 
steady rise in the number of complaints and that he was eager to ensure his 
office was able to respond to their requirements.  They noted that the 
Ombudsman was encouraging the development of a more modern service, 
which included taking information by phone and increasing the use of email 
and the internet as a means of contact. 
5. The Ombudsman informed the Committee that his budget for publicity had 
remained at the same level as 2009-10, despite there being a likely 



underspend of £16,000, in order to cover the outreach costs of publicising 
the new local complaints signposting service.  The Committee noted the 
importance of maintaining a high level of outreach to ensure awareness of the 
service. 
 
6. Members noted that the Ombudsman�s budget included provision for an 
estimated 4 members of staff to run the call centre for the signposting 
service, a figure which had been rounded up from 3.4 in the feasibility study 
carried out.  The Committee understood that the higher figure would allow the 
call centre to extend its opening hours and for its staff to spend an average of 
15 minutes on telephone consultations. 
 
7. The Ombudsman�s estimated budget included provision for dealing with 
the potential increase in health service complaints resulting from the 
introduction of the NHS Redress Measure.  The Ombudsman was unsure as to 
when the Measure would become operational, but had allocated resources to 
provide for it should it come into force before the end of the financial year 
ending March 2010.  The Ombudsman assured the Committee that should the 
Measure become operational later, the money allocated for that purpose 
would not be drawn down, and a lower mid-year estimate presented instead. 
 
8. The Ombudsman assured the Committee that he intended to maintain 
existing staffing levels unless additional staff were required to undertake 
further additional work. 

 
Conclusion 
 
9. The Finance Committee recognised the pressures on the Ombudsman�s 
budget and the importance of maintaining a high quality public service. The 
Committee also recognised the Ombudsman�s dedication to modernising his 
service to accommodate the public�s requirements. 
 
10. Overall, the Committee concluded that the proposed budget submitted for 
the year ending 31 March 2011 was reasonable and acceptable and agreed to 
lay it without any modification. 
 
 
 
Angela Burns AM  
Chair, Finance Committee  
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Public Services Ombudsman for Wales: 
Estimates for the Financial Year 2010/11 

 
 

1. Background to this Estimate Submission 
 

1.1 This is the third budget estimate to be submitted as required by 
paragraph 15 of schedule 1 of the Public Services Ombudsman (Wales) 
Act 2005 as amended by the Government of Wales Act 2006. It sets out 
the resources required to carry out my statutory functions (apart from 
my salary, social security and pension costs, which are a direct charge 
on the Welsh Consolidated Fund) based on the current level of service. 

 
1.2 In addition, it provides details of the estimate of costs to provide a 

complaints signposting service in Wales. This additional service would 
fully complement the changes that I have begun to introduce in a more 
limited way within existing resources in respect of the Complaints 
Advice Team (see section 2 below). 

 
1.3 Also included within this submission are the additional costs previously 

identified, uplifted for pay increases since the estimate was originally 
provided, to carry out the additional work which it is thought will arise 
from the implementation of the NHS Redress (Wales) Measure 2007. The 
assumption made is that this will be required during the 2010/11 
financial year following the completion of the consultation process 
which it is understood will take place shortly.      

 
1.4 In preparing this submission the advice of the Public Services 

Ombudsman for Wales�s Audit Committee has been received. During the 
year, the Audit Committee reviewed its terms of reference and its 
membership. Laurie Pavelin CBE FCA, who has extensive experience and 
a detailed knowledge of public sector finance and accounting, remains 
the independent Chair.  However, Professor Margaret Griffiths of the 
University of Glamorgan has now replaced my Legal Adviser, Elizabeth 
Thomas as a member. This was as a result of a decision to strengthen 
the independent representation on the Committee.  Professor Griffiths 
was appointed following an open recruitment process.  Her knowledge 
of the Welsh legal system and her general experience of matters 



pertaining to the Ombudsman�s office gives the Audit Committee 
additional depth.  I consider that the Audit Committee provides 
considerable assurance in respect of my Accounting Officer 
responsibilities.  

 

2. Three Year Strategic Plan  

 

2.1 During 2008/09, considerable attention was given to the strategic 
direction of my office and a new Three Year Strategic Plan was issued in 
April 2009. This includes a new vision and new values and our purpose 
has been restated (see Appendix A). 

 

2.2 An integral part of the strategy for the first year has been to 
review the service provided. In particular, there has been a substantial 
increase in the number of complaints received - a 70% increase 
compared to the position five years ago.  It was recognised that the 
procedures in place were not sustainable for dealing with the current 
volume of complaints, while providing a high quality of service and 
avoiding unnecessary delay.  Set out below are the two key changes to 
emerge from the review. 

 

(a) Complaints Advice Team (CAT) � A new team is soon to be in 
place to help to provide a timely response to callers by either 
taking details of their complaints and explaining the nature of the 
service we provide or by helping them to contact the appropriate 
body if the matter is not one we can assist with.  An excellent 
customer service ethos will be at the core of the CAT service, where 
the intention is to offer advice to telephone and/or personal callers 
and e-mail users about: 

 
• public service body complaints procedures (including time  

limits) 
• how to make a complaint to the body responsible and/or the 

Ombudsman 
• other bodies/organisations that might assist them with 

making their complaint (i.e. advocacy) 
• the jurisdiction and role of PSOW 
• how the PSOW considers complaints and what we can do  
• other means to resolve their concerns. 

 
Advisers will offer to record on the computer system a summary of 
callers� concerns, injustice suffered and redress sought, particularly 
so where the caller is considered to be vulnerable or that they may 
have difficulty putting their complaint.   



 

(b) Simplifying our complaints handling procedures � Much work 
has been done during the past six months and much achieved with 
the development of a revised, more streamlined, complaints 
handling procedure which encourages staff to seek new and 
innovative ways to resolve complaints.  This new process is being 
implemented gradually with the initial elements being introduced 
in July 2009.  

 
3. Financial Considerations 

 
3.1 Likely Outturn 2009/10:   The overall assessment is that the office is 

on target. Staffing is currently at establishment and the flexibility 
measures introduced as part of the proposals submitted last year are 
proving to be very effective. The major uncertainty is for the relatively 
small number of pensions other than those which fall within the 
Principal Civil Service Pension scheme. The initial forecast for the Local 
Government Pension scheme in 2008-09 was that there would be no 
major movement as the increased liabilities would be matched by 
increases in assets. At 31 March 2009 the information that had to be 
reported in the end of year accounts under FRS 17 showed a movement 
from a surplus of £290k to a deficit of £570k. This movement is outside 
of my control and arises from movements in the financial markets. Since 
March 2009 there has been improvement but the scheme is still likely to 
be in deficit at the year end. The outturn figures show a switching of 
funding from non cash to cash to meet ongoing pension liabilities. The 
position is being monitored. 
 

3.2 Ongoing Requirements 2010/11: These figures have been prepared on 
the assumption that improvements to the existing service can be 
delivered within the existing level of staffing and resources. There are 
no substantial changes to the figures for the current year. The difficulty 
is trying to forecast pay and price changes. A pay uplift of 1% has been 
included but it has been necessary to allow for additional incremental 
uplifts of 1.7%. There is no increase for the pensions of the former 
Ombudsman as the retail price index that determines the uplift is likely 
to be negative year on year. A further uncertainty is VAT rate. These 
figures assume that the rate will be restored to 17.5%. In arriving at an 
overall increase of 1.5% an evaluation has been undertaken of whether 
any costs can be reduced. There is little scope for reducing expenditure 
without affecting overall performance.   Expenditure continues to be 
carefully monitored. 

 
3.3 Further analysis is given in Appendix B. 

 
 
 



4. Signposting service 
 
4.1 Introduction 
 
4.1.1 Complaints are a key resource for improving public services.  Many 

people with legitimate complaints never have the opportunity to voice 
their concerns and public service providers, therefore, do not have the 
opportunity to learn.  There needs to be a means to enable people to 
find the right route to make their complaint  

 
4.1.2 Extensive research, including direct engagement with people across 

Wales, clearly demonstrates that creating a single high profile access 
point for all public service complaints in Wales is the best way to 
address this problem.  To be effective it needs to not just give people 
contact details and capture complaints, but also to pass those 
complaints on to the relevant services.  It needs to be more than a call 
centre.  To do so would maximise access for individuals with complaints 
about public services and assures complaints are dealt with swiftly and 
appropriately.  

 
4.1.3 These proposals are designed to bring this about.  They would build on 

the developments already referred to above in respect of the 
Complaints Advice Team. 

 
4.2 Background to the Signposting service 
 
4.2.1 The Welsh Assembly Government�s vision for improving public services 

in Wales is well known.  In particular, the document Making the 
Connections � Building Customer Service (March 2007) sets out a policy 
framework for driving forward improvements in customer service which 
includes amongst its core principles: 
 
�Citizens will find it easy to complain and get things put right when the 
service they receive is not good enough.� 
 

4.2.2 The framework included a commitment to consider options for a local 
complaints signposting service for people who want to make a 
complaint about a public service.  With a view to realising this aim a 
Complaints Signposting project group was formed, whose membership 
included a number of external organisations, including my office.   

 
4.2.3 Research by the Welsh Assembly Government established that it is 

extremely difficult for people to find out where to go to make a 
complaint and that signposting people to the right place for making a 
complaint is sporadic and, if done at all, is done on an ad-hoc basis. 
People often end up being passed from pillar to post and will give up at 
the first hurdle. Following an options appraisal and a feasibility study, it 
emerged that the preferred option would be the development of a 



national complaints signposting service with a single point of contact, 
hosted by a suitable organisation with preference for an independent 
provider.  The independent feasibility study also estimated that 100,000 
people would contact the service on an annual basis. (Details of how the 
usage was calculated is shown in Appendix C).  Having considered the 
calculations my view is that the volume of calls is at the higher end of 
what might be expected, but that the time estimated for dealing with 
calls, an average of three minutes, is too short.  The need for more time 
is based on a model of service which seeks to assist callers by taking 
and forwarding their complaints, and not just passing on contact 
details.  Overall, the number of posts is considered appropriate, but 
with the advisors spending more time on fewer calls in order to offer a 
better service to people who are often distressed and wanting to be 
heard.  It was also felt that such a service would confer benefits to the 
organisations complained against through the additional feedback 
gathered about their services.  

 
4.2.4 As work progressed, it became evident that the service provision that 

the Assembly Government was seeking was to some degree already 
being undertaken by the Ombudsman�s office.  Individuals often contact 
my office in order to complain about services when they have not yet 
complained directly to them and my staff signpost them to the 
appropriate body.  The current plans to create a Complaints Advice 
Team in my office will enhance our existing service to callers by 
capturing details of complaints and forwarding them to the appropriate 
body.  This service will only deal with individuals who approach my 
office however, and will not be more widely promoted.   

 
4.2.5 It would be a small step, therefore, for the Ombudsman to develop the 

Complaints Advice Team (CAT) further to deliver the level of service that 
the Welsh Assembly Government was seeking for the signposting 
service.  The service envisaged would: 
 
(a) have a separate high profile identity 
(b) provide a high standard of customer service 
(c) be available through a variety of communication methods (for 

example, telephone, e-mail, website) 
(d) refer complaints and not people - that is, dependent upon the 

caller�s preference, it would be the practice to capture on the 
computer system the details of the complaint and then forward 
these details on to the relevant public body or, where relevant,  
other complaint handling body.  

(e) be independent and impartial  
(f) provide consistent advice regardless of where people live because 

it is delivered by one organisation, 
(g) be a central source to capture data on complaints and identify 

trends. 
 



4.2.6 Discussions took place between Welsh Assembly Government officials 
and the Ombudsman.  Having explored this proposition further it 
became clear that, once initial set up costs were in place, this option 
would also be a considerably more cost effective way of delivering the 
signposting service than establishing a completely new and separate 
service.  The option would also benefit from the flexibility of being a 
part of the Ombudsman�s office and draw on the existing expertise of 
the office.  Experienced investigators would work alongside the advice 
workers to help with complex complaints. 

 
4.2.7 Although the signposting service would be integrated into the office of 

the Public Services Ombudsman for Wales in order to make synergies 
and minimise costs, the public face of the service will be distinct with its 
own identity � for example: �Complaints Wales Hotline�. 

 
4.2.8 It was recognised that in order to maintain the independence of the 

office of the Ombudsman, a Welsh Assembly Government 
commissioning arrangement would be inappropriate.   It is against this 
background, therefore, that my budget estimate for 2010/11 includes a 
provision for the proposed signposting service.  

 
4.3 Cost implications 
 
4.3.1 The set up costs and the annual running costs for the signposting 

service are set out in Appendix D.  It is assumed that the service will be 
operational during the second half of 2010/11 as it will take time to 
prepare the office accommodation and establish the integrated 
computer and communication systems.   

 
4.3.2 Set up costs: 
 

(a) Office Space:   Suitable accommodation is available within the 
building in which the Public Services Ombudsman for Wales is 
currently based. The rental cost and the associated premise 
related expenditure would be comparable with the unit costs of 
the existing accommodation.  There will be revenue costs in 
negotiating and finalising the lease.  In addition fitting out costs 
would have to be incurred. The costs of such works would be 
similar to those incurred in establishing the office in 2005 
uplifted for price increases. The offices at Pencoed have proved to 
be appropriate to the needs of PSOW and their excellent transport 
links have enabled staff to be recruited from a wide area. 

 
(b) Integrated computer and communication systems :   
 

(i) The overall aim will be to fully integrate with the existing 
complaint-handling computer system. It will be necessary to 
enhance the existing computer systems to provide 
interoperability. The resultant expansion of the database 



with the means of retaining details of contacts and 
organisational procedures of other organisations will 
ensure that complaints are forwarded to the appropriate 
body. It is intended to use software that has been 
developed and is in used by other ombudsman 
organisations.   

 
(ii) It would also be the intention to establish a dedicated 

website service to support the signposting service.  This 
service would have its own dedicated web address and be 
accessed directly. 

 
(c) Recruitment and Training:  There will be costs in recruiting the 

staff required to provide the service. No problems are envisaged 
in being able to appoint a suitably skilled workforce within 
travelling distance of the office.  Following appointment it will be 
necessary to carry out training before the service can be 
operational.    

 
4.3.3 Annual costs 
 

(a) Staffing:  Following a detailed independent evaluation, it was 
estimated that 4 full time employees would be needed to deal 
with the number of estimated calls to the service. This is 
considered to be the appropriate level to undertake the likely 
workloads.  It is anticipated that this service will be available 
outside normal office hours.   

 
(b) Premises costs:  As already stated the unit costs will be 

comparable to those currently incurred. These costs have been 
estimated with considerable certainty.  

 
(c) Other costs:  The other major cost are the telephone line rentals 

and related costs. Other office related costs as they are estimated 
to be minimal will be absorbed in the existing budget of the 
PSOW. The cost of capital and the depreciation and amortisation 
costs are included in the attached estimate. 

 
(d) VAT:  As PSOW is unable to recover VAT, all costs include VAT 

where appropriate. 
 
5. NHS Redress 

 
5.1 The Health Redress measure was the first legislation to be made in 

Wales using the National Assembly�s new powers.  The legislation will 
allow Wales to develop a distinct and improved comprehensive 
approach to redress for patients across Wales. 

 



5.2 In preparing for the changes, the Welsh Assembly Government 
established a Project Board to advise the Minister for Health on 
developing the new arrangements.  Adam Peat, my predecessor, was a 
member of this Board and I succeeded him on my appointment.  The 
Board proposed a new standardised complaints mechanism which 
would feature an initial attempt to resolve complaints rapidly at the 
point at which they arise, followed by a single formal stage within the 
health body if the complaint was not resolved through the early, 
informal intervention.  If the complainant remained dissatisfied at this 
point, they could then bring their complaint to the Ombudsman. 

 
5.3 This proposed arrangement would address the current confused 

arrangements where an individual following the formal stage can either 
seek an independent review, or come directly to the Ombudsman, and if 
they do seek an independent review, can still come to the Ombudsman 
in any event.  By replacing the independent review stage with a direct 
approach to the Ombudsman, the overall cost of the proposed 
arrangements would be lower than those currently in place, while 
offering a more consistent, speedier response to complainants. 

 
5.4 At the time of drafting, the Minister is considering her response to the 

Project Board� proposals before deciding on the next steps.  It is 
anticipated that a consultation will take place prior to draft regulations 
being prepared. 

 
5.5 I have considered it prudent to make proposals here for the additional 

work which would fall to my office if the arrangements to be 
implemented are in line with those in the proposals.  The Project Board 
developed an estimate based on my office considering those complaints 
which currently are the subject of independent review but which do not 
subsequently come to my office.  The estimates are based entirely on 
creating an enhanced investigative capacity together with increased 
independent clinical advice, and do not involve additional managerial 
posts.  These costs would be less than those saved elsewhere because 
of the change and would lead to a net reduction in the overall budget 
for the National Assembly for Wales. 

 
5.6 I have assumed that only part year costs associated with establishing 

the service and running it in the latter part of the year will be required 
in the coming financial year.  The volumes of complaints used in 
preparing the original estimates were based on the health complaints 
received during 2006/07.  However, since then complaints about NHS 
bodies to my office have since increased by 54% and there may be a 
need to revisit the estimates if the overall level of complaints within the 
health service mirrors this trend. Cost details are set out in Appendix E. 

 
 
 



6. Budget requirement for 2010/11 
 
6.1 The overall budget requirement for 2010/11 is set out in Appendix F.  

The analysis against the Strategic Aims is set out in Appendix G. 
 
 
Peter Tyndall  
Public Services Ombudsman for Wales 
October 2009 
 
****************************************************************************** 



Appendix A 

Strategic Plan:  2009/10 to 2011/12 (Extract) 
 
 

Our vision   
 

• To contribute to the development of excellent public services in Wales 
by ensuring that service providers continue to value and learn from 
complaints. 

 

Our values  
 

• Accessibility � to be open to everyone from all of our communities and 
work to ensure that people who face challenges in access are not 
excluded.  We will be courteous, respectful and approachable, and 
communicate with complainants in the way they tell us they prefer. 
 

• Excellence � to be professional and authoritative in all that we do and 
promote excellence in the services with which we work 
 

• Learning � we believe that we should improve through learning from 
our own experiences and should help others to learn from theirs 
 

• Fairness � we will maintain our independence and reach decisions 
objectively having carefully considered the facts 
 

• Effectiveness � we will make sure that we use resources to secure best 
value for the public purse 
 

• Being good employers � we will continue to invest in our well trained 
and well motivated staff.   

 

Our Purposes 
 

• To consider complaints about public bodies 
 

• To consider complaints that members of local authorities have broken 
the code of conduct 
 

• To put things right � we aim to put people back in the position they 
would have been in if they had not suffered an injustice, and work to 
secure the best possible outcome where injustice has occurred 
 

• To recognise and share good practice 
 

• To work with public bodies so that lessons from our investigations are 
learnt 
 

• To ensure continued improvement in the standards of public services in 
Wales by helping bodies to get it right first time � we will work to 
reduce complaints by helping service providers to improve their initial 
decision making. 



Appendix B 
 

Public Services Ombudsman for Wales 
Budget Estimate � 2009/10 Ongoing Costs 

 
 

 
Actual 

2008/09 
Estimate 
2009/10 

Likely 
outturn 
2009/10 

Estimate 
2010/11 

 £000 £000 £000 £000 
     
Salaries and related costs 1,998 2,147 2,351 2,297 
Premises 266 295 278 302 
Computer systems and support 67 74 70 75 
Office costs 107 120 110 117 
Professional fees 231 235 235 235 
Communications 55 95 79 95 
Training and recruitment  68 89 70 70 
Travel and subsistence 30 55 29 29 
Audit fee 17 15 19 17 
Depreciation  96 137 100 105 
Cost of capital -14 5 -28 -28 
Total administration costs 2,921 3,267 3,313 3,314 
     

Income -5 -8 0 -6 
     

Total revenue 2,916 3,259 3,313 3,308 
     
Capital expenditure 75 20 20 20 
     
Non operating income -2   0 
     
TOTAL 2,989 3,279 3,333 3,328 
     

Non cash      
     
Depreciation and disposal of 
assets -96 -137 -100 -105 
     
Cost of capital  14 -5 28 28 
     
Debtor / creditor movements 104 70 46 70 
     
Pension arrangements -48 50 -56 -36 
     
Provisions movement  70 -1 5 20 
     
 44 -23 -77 -23 
     
Net cash requirement 3,033 3,256 3,256 3,305 



Appendix C 
 

Extract from Complaints Signposting Feasibility Study 
 
The calculation below shows usage has been estimated.  

 
There are 3 Million people in Wales.  If you assume that 6.5% of those will 
complain about public services every year  
 

3,000,000 * 6.5% = 195,000 Complaints per year 
 

Our research1 indicates that there is approx 29% latent demand (an extra 29%, 
over the 6.5% would complain if they knew where to complain to), therefore 
there would be 
  

195,000 * 29% = 56,550 extra complaints a year. 
 

Or approximately 5,000 extra complaints a month � if we double this for the 
number of people that already complain but would like an easier way to find 
who to complain to 
  

approx 2,000 extra complaints a week (100,000/52) 

 
If you assume 30% of these will look on the Internet and 70% will use the 
Telephone this equates to: 

 
 600 unique visits to the signposting website per week 
1,200 telephone calls to the Signposting Complaints Helpline per week 
 

The Average Handle Time (AHT) is envisaged to be 3 mins and therefore 3600 
minutes a week will be spent on the telephone (1200*3).  The average 
working week is 35 hours long.  3600 mins = 60 hours on Complaints calls 
per week.  With a Call Centre utilisation of 50% = 120 hours. 

 
120/35 = 3.4 � rounded up to nearest FTE = 4 FTEs required to run the 
call centre aspect of the service 

                                                 
1 Living in Wales Survey  



Appendix D 

Public Services Ombudsman for Wales 
Budget Estimate for 2010/11 - Signposting service 

 
 

 Set-up Costs Annual Costs 2010/11 
 £'000 £'000 £'000 
    
Salaries and related costs  112 56 
Premises 9 58 67 
Computer systems and support    
(including website) 12 20 32 
Office costs  14 7 
Professional fees    
Communications     
Recruitment and training 12  12 
Travel and subsistence    
Audit fee    
Depreciation  72 72 
Cost of capital  13 13 
Total administration 33 289 259 
    
Income    
    
Total revenue costs 33 289 259 
    
Capital Expenditure    
    
Fitting out 115  115 
Furniture    
Computers 29  29 
Software 264  264 
Contingency 35  35 
 443 0 443 
Non cash     
    
Depreciation  - 72 - 72 
    
Cost of capital  - 13 - 13 
    
Other non cash items    
    
Total non cash 0 -   85 -   85 
       
Net cash requirement 476 204 617 
    

 
 

 



Appendix E 
 

Public Services Ombudsman for Wales 
Budget Estimate for 2010/11 � NHS Redress 

 
 Setting up Annual costs 2010/11 
 £'000 £'000 £'000 
    

Salaries and related costs  250 125 
Premises    
Computer systems and support    
(including website)  10 10 
Office costs  10 5 
Professional fees  50 25 
Communications   10 10 
Recruitment and training    
Travel and subsistence  5 3 
Audit fee    
Depreciation    
Cost of capital    
Total administration 0 335 178 
    

Income    
    
Total revenue costs 0 335 178 
    

Capital Expenditure    
    
Fitting out    
Furniture    
Computers    
Software    
Contingency    
 0 0 0 
Non cash     
    
Depreciation    
    
Cost of capital    
    
Other non cash items    
    
Total non cash 0 0 0 
       
Net cash requirement 0 335 178 
    

  

Appendix F 
 



Public Services Ombudsman for Wales 
Budget Estimate for 2010/11 - Summary 

 

 Ongoing Signposting 
NHS 

redress Total 
 £000 £000 £000 £000 
     

Salaries and related costs 2,297 56 125 2,478 
Premises 302 67  369 
Computer systems and support 75 32 10 117 
Office costs 117 7 5 129 
Professional fees 235  25 260 
Communications 95  10 105 
Training and recruitment  70 12  82 
Travel and subsistence 29  3 32 
Audit fee 17   17 
Depreciation  105 72  177 
Cost of capital -  28 13  -  15 
Total administration costs 3,314 259 178 3,751 
     
Income -6   -6 
     

Total revenue 3,308 259 178 3,745 
     

Capital expenditure 20 443  463 
     

Non operating income 0 0 0 0 
     

     
TOTAL 3,328 702 178 4,208 
     

Non cash      
     

Depreciation and disposal of 
assets - 105 -  72  - 177 
     
Cost of capital  28 -  13  15 
     
Debtor / creditor movements 70   70 
     
Pension arrangements -  36   -  36 
     
Provisions movement  20   20 
     
 -  23 -  85 0 -  108 
     

Net cash requirement 3,305 617 178 4,100 
Appendix G 



Strategic Aims 

1. To raise awareness of our services so that people understand what we 
do, and that all who need it can access it and make use of it. 

2. To have in place high quality complaints handling processes, which 
consider and determine complaints thoroughly but proportionately, and 
convey decisions clearly. 

3. To work with public bodies in Wales so that better quality public 
services are provided as a result of the lessons that can be learnt from 
the complaints we investigate. 

4. To demonstrate that our resources are efficiently and effectively 
deployed. 

Allocation of the budget estimates for 2010/11 over strategic aims

Strategic 
Aim 

Actual 
2007/08 

Actual 
2008/09 

Budget Estimate 
2010/11 

 £�000 % £�000 % £�000 % 
       
Aim 1 - 
raising 
awareness 

219 8 240 8 343 9 

       
Aim 2 - 
Complaint 
handling 

2,113 76 2,379 76 2,849 76 

       
Aim 3 - 
Learning 
lessons 

290 11 333 11 395 11 

       
Aim 4 - 
Corporate 
strategy 

146 5 150 5 158 4 

       
Total 2,768 100 3,102 100 3,745 100 

 

 


	 



