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Polisi Cwynion am y Gymraeg 

Welsh Language Complaints Policy 

 

Version Date Purpose of amendments Author 
Review 

date 

v1 July 2026 

Original policy to implement the Welsh 

Language Standards complaints procedure 

requirements 

MBN 
July 

2027 

 

1. Purpose 

The Office of the Future Generations Commissioner for Wales is committed to enabling 

people to use the Welsh language when engaging with us and to treating the Welsh 

language no less favourably than English. 

This policy explains how we will receive, record, investigate, respond to and learn from 

complaints about the Welsh language in compliance with the Welsh Language Standards. 

 

2. Scope of the policy 

This policy applies to complaints made by members of the public, stakeholders, public 

bodies, suppliers, partners and staff where the complaint relates to: 

• a lack of opportunity to use Welsh when receiving services from us; 

• the way we have considered the Welsh language when making, reviewing or 

implementing a policy decision; 

• our compliance with the Service Delivery, Policy Making, Operational or Record 

Keeping Standards; 

• the Welsh language in our workplace, staff processes, recruitment, meetings, 

events, communications, publications, websites, social media, procurement or 

record keeping; 

• any concern that Welsh has been treated less favourably than English. 
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Relationship with other policies 

If a concern is mainly about another issue or data protection, please use our Complaints 

Policy or our Data Protection Policy, both available on our website. 

3. Key principles 

FGC does: 

• welcome complaints and feedback in Welsh or English; 

• allow a person to complain in Welsh and receive our response in Welsh; 

• ensure that complaining in Welsh will not lead to delay; 

• treat the Welsh language no less favourably than English throughout the 

complaints process; 

• make the process clear, accessible and easy to use; 

• deal with complaints fairly, proportionately and without unnecessary delay; 

• keep people informed and explain what will happen next; 

• use complaints to learn, improve systems, inform training and strengthen 

compliance. 

These principles reflect the wider obligation in the Welsh Language Standards that Welsh 

must not be treated less favourably than English.  

 

4. What people can complain about 

A Welsh language complaint may include, but is not limited to, concerns about: 

• correspondence not being provided in Welsh when required, or Welsh 

correspondence being delayed or treated less favourably; 

• telephone contact, voicemail, reception or signposting not making it clear that a 

Welsh language service is available; 

• meetings, events, workshops or consultations not offering a meaningful 

opportunity to use Welsh or not arranging translation or interpretation where 

required; 

• publications, forms, notices, website pages, social media, media materials or 

education materials not being available in Welsh or not being treated equally; 
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• procurement documents or tender processes not enabling the use of Welsh 

where required; 

• policy decisions, consultations or research not considering effects on 

opportunities to use Welsh or the principle of treating Welsh no less favourably 

than English; 

• staff rights to make complaints in Welsh, respond in Welsh, use Welsh in relevant 

meetings, or receive certain employment documents in Welsh; 

• records of Welsh language complaints, compliance activity, staff language skills, 

Welsh language training or recruitment assessments not being kept 

appropriately. 

What is not a Welsh language complaint 

This policy does not usually apply to: 

• a general service complaint with no Welsh language element; 

• a subject access request or data protection complaint, unless the concern is 

about the Welsh language handling of that process; 

• a request only for translation, unless it raises a concern about compliance or 

equal treatment; 

• a staff grievance or disciplinary matter with no Welsh language element. 

If it is unclear whether a concern is a Welsh language complaint, we will check with the 

person making the complaint and record how the decision was made. 

 

5. Roles and responsibilities 

Our Deputy Commissioner holds responsibility for complaints made against the organisation 

regarding compliance with the Welsh Language Standards.  

 

Role Responsibility Evidence to keep 

Deputy 

Commissioner 

Overall responsibility for Welsh language 

complaints, ensuring fair handling, 

proportionate investigation and reporting 

Complaint log, 

investigation notes, 

outcome letters, 

improvement actions. 
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to senior governance. 

 

Investigates the complaint independently 

where possible, consults relevant 

legislation and standards, records findings 

and proposes remedies. 

 

Terms of reference, 

evidence review, 

decision rationale. 

 

Director of 

External 

Relations and 

Culture 

Strategic oversight of Welsh Language 

Standards compliance, promotion and 

service delivery arrangements. 

Compliance updates, 

action plans, annual 

reporting input. 

Welsh Language 

Standards Lead 

Coordinates compliance advice, translation 

or interpretation arrangements, complaint 

triage support and staff guidance. 

Advice notes, 

translation requests, 

training records. 

Relevant Director 

or Service Lead 

Provides evidence, explains local process, 

implements recommendations and 

prevents recurrence. 

Evidence pack, action 

owner updates, process 

changes. 

Commissioner 

Considers appeals or reviews where 

appropriate and retains overall 

accountability for compliance. 

Appeal decision and 

closure record. 

 

6. How complaints are handled 

Submitting a complaint 

Complaints can be made in Welsh or English through any reasonable channel, including: 

• Email: contactus@futuregenerations.wales 

• Telephone: 02921 677 400 

• Post: Tramshed Tech, Pendyris Street, Cardiff, CF11 6BH 

• Via any member of staff, including informal complaints or concerns raised during 

meetings or events. 

Staff receiving a Welsh language concern must recognise it as a potential complaint, record 

the Welsh language element and forward it to the Deputy Commissioner and the Director 

responsible for the Welsh Language Standards promptly. 
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Acknowledgement 

FGC will: 

• acknowledge the complaint within 5 working days wherever possible; 

• confirm the language in which the complainant wishes to communicate; 

• explain what will happen next; 

• provide likely timescales; 

• give a contact point for questions; 

• respond in Welsh if the complaint is made in Welsh, unless the complainant asks 

otherwise. 

Triage and internal notification 

The Deputy Commissioner will decide whether the matter is: 

• a Welsh language complaint; 

• another type of complaint; 

• a mixed complaint involving Welsh language and other issues. 

Where the complaint presents a compliance risk, reputational risk, systemic issue or 

learning point, the following people or groups will be informed: 

• Commissioner; 

• Senior Leadership Team; 

• relevant Director; 

• Welsh Language Standards Lead; 

• Audit and Risk Assurance Committee. 

A central record will be opened for all Welsh language complaints and concerns. 

Investigation 

The investigation will begin as soon as reasonably possible. The Deputy Commissioner will: 

• identify the relevant Welsh Language Standard or Welsh language issue; 

• consult the Compliance Notice and any relevant legislation, policy, guidance or 

procedure; 
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• gather proportionate evidence from the complainant, staff, systems, 

correspondence, website records, meeting or event records, translation records 

or other relevant sources; 

• consider whether Welsh was treated no less favourably than English; 

• consider whether the organisation provided a meaningful opportunity to use 

Welsh; 

• record findings, rationale, actions and any learning or improvement needed. 

Timescales and keeping the complainant informed 

FGC will: 

• aim to provide a full response within 20 working days of acknowledgement 

where the complaint is straightforward; 

• explain the reason for any delay where the complaint is more complex; 

• provide an expected completion date; 

• give progress updates; 

• ensure that a Welsh language complaint is not delayed because it is made in 

Welsh or because translation or interpretation is required. 

Outcome 

The outcome will be provided in writing, in the complainant’s chosen language. It will 

explain: 

• what was investigated; 

• which standards or duties were considered; 

• the evidence considered; 

• whether the complaint is upheld, partly upheld or not upheld; 

• what actions have been taken or will be taken; 

• any apology, remedy, service correction, process change, staff reminder, training 

or monitoring required; 

• how the complainant may ask for a review or complain to the Welsh Language 

Commissioner. 
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7. Review, appeal and external escalation 

If the complainant is not satisfied with the outcome, they may request a review by the 

Commissioner within 20 working days of the outcome letter. 

A review request should explain why the complainant remains dissatisfied. Valid grounds 

may include: 

• the process was not followed; 

• relevant evidence was not considered; 

• there is new evidence; 

• the outcome appears unreasonable; 

• the complaint was not considered against the correct Welsh Language Standard 

or Welsh language requirement. 

The Commissioner will acknowledge a review request within 5 working days and will 

normally provide a decision within 30 working days. Where the matter is complex, the 

Commissioner may extend this and explain why. 

A complainant may contact the Welsh Language Commissioner at any stage. FGC will 

cooperate with any information request or investigation by the Welsh Language 

Commissioner. 

Welsh Language Commissioner contact 

• Email: post@comisiynyddygymraeg.org 

• Telephone details and the current complaint form are available on the Welsh 

Language Commissioner’s website.  

8. Staff training and awareness 

To meet the complaint procedure requirements and support consistent practice, FGC will 

provide staff with proportionate training and guidance on Welsh language complaints. 

Training will include: 

• recognising Welsh language complaints and concerns, including informal 

complaints; 

• the rights of people and staff to use Welsh in complaints processes; 

• how to preserve evidence and record language preference; 
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• how to escalate concerns to the Deputy Commissioner and Welsh Language 

Standards Lead; 

• how to arrange translation or simultaneous interpretation where needed; 

• the relevant Service Delivery, Policy Making, Operational and Record Keeping 

Standards; 

• learning from complaints and reporting improvement actions. 

 

9. Record keeping 

FGC will maintain a central Welsh Language Complaints Register. Each record must include, 

where relevant: 

• date received and channel received; 

• complainant’s language preference and whether the complaint was made in 

Welsh; 

• summary of the issue and standards or Welsh language matters engaged; 

• acknowledgement date and language of correspondence; 

• investigating officer and service area involved; 

• evidence considered and key decisions made; 

• outcome, remedy and actions taken; 

• appeal or review outcome, if any; 

• whether the matter was referred to or investigated by the Welsh Language 

Commissioner; 

• learning, training, system change or reporting action required. 

FGC will keep a copy of any written complaint relating to compliance with the Standards, 

and a copy of any written complaint relating to the Welsh language whether or not it relates 

specifically to the Standards. Records will be stored securely and retained in accordance 

with FGC’s records management requirements. 

 

10. Reporting, learning and improvement 

The Deputy Commissioner will review Welsh language complaints and concerns to identify: 

• trends; 
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• root causes; 

• risks; 

• opportunities for improvement. 

Key issues, risks and improvement actions will be reported to: 

• The Commissioner 

• Senior Leadership Team; 

• Audit and Risk Assurance Committee; 

• other relevant governance groups, where appropriate. 

Annual compliance reporting will include the number of complaints received that relate to 

Service Delivery, Policy Making and Operational Standards, where required by the 

Compliance Notice.  

Learning will inform: 

• staff training; 

• website updates; 

• templates; 

• translation processes; 

• event planning; 

• consultation design; 

• procurement practice; 

• policy review. 

 

11. Standards compliance map 

Requirement 
Relevant 

Standards 
How this policy addresses it 

People can use 

Welsh and Welsh is 

not treated less 

favourably. 

1 to 7, 24 to 

25D, 36, 44 

to 46B, 48, 

54 to 55, 65 

to 66, 72 to 

80 

Requires Welsh language complaints to be 

acknowledged, investigated and answered in the 

complainant’s chosen language and includes 

examples across correspondence, meetings, 

publications, forms, digital, social media, 

procurement and education. 
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Policy decisions 

consider Welsh 

language effects. 

84 to 93 

Requires investigating officers to consider 

whether policy decisions, consultations or 

research considered positive and adverse effects 

on Welsh and equal treatment. 

Staff rights in 

complaints and 

employment 

processes. 

108, 108A, 

110, 111, 112 

to 115 

Confirms staff may make complaints or respond 

to complaints in Welsh and requires Welsh 

language meetings, translation and Welsh 

decision letters where required. 

Training for staff 

dealing with Welsh 

language complaints. 

124, 125, 

128, 150, 

156, 162 

Includes a dedicated training and awareness 

section and requires learning to be fed into staff 

training and guidance. 

Record keeping and 

annual reporting. 

141 to 148, 

152, 158, 

164, 168 

Creates a central register, requires written 

complaints and actions to be retained, and links 

annual reporting to complaints data. 

Publication of 

complaints 

procedure. 

150, 156, 162 

Designed as the document that records the 

procedure and can be published on the website 

and intranet or staff platform as applicable. 

 

 

=========================== 

Internal use only 

Annex A: Welsh Language Complaints 

Handling Checklist - Marie 

1. Receiving a complaint 

☐ Treat any concern about Welsh language service or compliance as a potential Welsh 

language complaint. 
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☐ Check whether the complaint was made in Welsh and record the complainant’s 

language preference. 

☐ Record name and contact details. 

☐ Record date received. 

☐ Record channel received. 

☐ Record summary of issue. 

☐ Forward promptly to the Deputy Commissioner and Welsh Language Standards Lead. 

2. Acknowledgement 

☐ Acknowledge within 5 working days where possible. 

☐ Use the complainant’s chosen language. 

☐ Confirm what happens next. 

☐ Provide likely timescales. 

☐ Confirm contact point. 

3. Triage 

☐ Confirm whether the matter is a Welsh language complaint, another complaint type or 

a mixed complaint. 

☐ Identify potentially relevant Welsh Language Standard or Standards. 

☐ Open a central complaint record. 

4. Investigation 

☐ Appoint an investigating officer who is independent where possible. 

☐ Consult the Compliance Notice and relevant legislation or procedures. 

☐ Gather proportionate evidence. 

☐ Consider whether Welsh was treated no less favourably than English. 

☐ Consider whether the person had a meaningful opportunity to use Welsh. 

☐ Document findings and rationale. 

5. Communication 

☐ Keep the complainant informed. 

☐ Explain delays and provide revised timescales. 

☐ Ensure translation or interpretation does not cause avoidable delay. 
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6. Outcome 

☐ Provide outcome in writing. 

☐ Use the complainant’s chosen language. 

☐ Explain findings. 

☐ Explain evidence considered. 

☐ Explain standards considered. 

☐ Set out actions. 

☐ If upheld, apologise and set out corrective action. 

7. Review and escalation 

☐ Inform complainant of right to request review by the Commissioner. 

☐ Inform complainant they can contact the Welsh Language Commissioner at any stage. 

☐ Cooperate with any Welsh Language Commissioner investigation. 

8. Record keeping and learning 

☐ Save complaint, evidence, correspondence, outcome and action record securely. 

☐ Record Welsh language complaints for annual reporting. 

☐ Feed learning into training, templates, service design and governance reporting. 

 

 

Annex B: Minimum Welsh Language 

Complaints Register Fields 

 

Field Purpose 

Reference number Unique audit trail for the complaint. 

Date received Monitors timeliness and annual reporting. 

Complainant / organisation 
Identifies complainant and any consent if acting on 
behalf of another person. 
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Language of complaint and 

preferred language 

Ensures Welsh language correspondence is 

provided where required. 

Summary of issue Supports triage and reporting. 

Relevant standards or Welsh 
language issue 

Links complaint to compliance requirements. 

Service area / owner Ensures accountability for evidence and actions. 

Acknowledgement date Evidence of timely acknowledgement. 

Outcome date and outcome 
category 

Supports monitoring and trend analysis. 

Actions / remedy 
Captures service correction and prevention of 
recurrence. 

Review / escalation 
Records appeals, Welsh Language Commissioner 
contact or investigations. 

Learning and governance 
reporting 

Captures actions for SLT, ARAC and annual report. 
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