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1. 	Introduction
Social Care Wales Board members are publicly appointed by Welsh Ministers and are expected to uphold the highest standards of conduct, as set out in the Board’s Code of Conduct and the Nolan Principles (the principles of public life). This policy explains how complaints about the conduct of Board members will be managed, ensuring transparency and fairness for all parties. 
2. 	Principles and Scope
· Applicability: This policy applies to complaints about the conduct of Social Care Wales Board members, including the Deputy Chair and Chair, unless otherwise specified.
· Code of Conduct: Board members must comply with the Code of Conduct and the Nolan Principles. 
· What is covered: Complaints must relate to alleged breaches of the Code of Conduct, such as:
· Undermining public trust or damaging Social Care Wales’s reputation (including online conduct)
· Using the Board position for personal gain or to disadvantage others
· Inappropriate use of resources
· Failing to declare interests
· Bullying, harassment, or discriminatory behaviour
· Breaching confidentiality without good reason
· Failing to treat everybody equally
· What is not covered: Complaints about Social Care Wales’s services or organisational practices should be directed to the Complaints Officer at complaints@socialcare.wales.
3.	 Making a Complaint
3.1 	Who Can Complain
Anyone with direct knowledge of a Board member’s conduct may submit a complaint, provided that:
· The complaint is in writing and not anonymous (except in cases involving whistleblowing, safeguarding, or criminal investigations)
· The complaint is submitted within 6 months of the alleged incident
· The complainant is prepared for their name and the substance of the complaint to be shared with the Board member (subject to exceptions above)
3.2 	How to Complain
· Complaints must be submitted in writing to the Chair of the Board and the Complaints Officer at complaints@socialcare.wales.
· The complaint should include:
· Details of the alleged breach (including dates, evidence, and names of witnesses)
· Supporting documentation, if available
3.3 	Confidentiality and Behaviour
· All complaints will be handled sensitively and in accordance with data protection requirements.
· Unacceptable behaviour by complainants will be managed in line with the Unacceptable Behaviour Policy. This policy sets out the types of behaviour we regard as unacceptable, how we will respond, and how we will support our staff and Board members. You can access it here Unacceptable Behaviour Policy - ENG.docx
· If behaviour is threatening or criminal, the police may be involved.

4. 	Complaint Handling Process
4.1 	Acknowledgement and Initial Assessment
· The Complaints Officer will acknowledge receipt of the complaint.
· The Chief Executive, Chair, and Board Secretary will be notified.
· The Deputy Chair and Complaints Officer will assess whether the complaint meets the criteria for investigation. They may request further information from the complainant.
· If the complaint is not taken forward, reasons will be provided to the complainant.
4.2 	Investigation
· If an investigation is warranted, in consultation with the Chief Executive, the Deputy Chair will appoint an Investigating Officer.
· The Investigating Officer may be a member of the Executive Management Team, an Internal Auditor or someone external to the organisation, for example a legal professional or the Chair or Deputy Chair of another public body.
· The Investigating Officer will gather evidence and prepare a report with recommendations for the Deputy Chair.
· Possible outcomes include:
· No further action
· Relevant training for the Board member
· Mediation between parties
· Written warning
· Escalation to Welsh Government
4.3 	Decision and Communication
· The Deputy Chair will review the report and issue a formal Decision Record.
· If the outcome may affect the Board member’s suitability to serve, the matter will be escalated via the Chair to the Welsh Government Partnership Team, who may refer it to Ministers.
· Both the complainant and the Board member will be kept informed throughout.
· The Board member will be offered appropriate support, including the option to seek support from a suitable individual (such as another Board member, Board Secretary, or HR colleague) as needed.
4.4 	Appeals
· If the complainant wishes to appeal, they must notify the Complaints Officer within 28 days of the decision.
· The Chair of the Board will review the appeal and issue a final decision.
4.5 	Reporting
· All complaints and outcomes will be reported to the Remuneration Committee for oversight and learning.
5. 	Complaints Against the Deputy Chair or Chair
5.1 	Deputy Chair
· If the complaint concerns the conduct of the Deputy Chair, the Chair of Social Care Wales will oversee the initial stage of the process. If an appeal is necessary, it will be considered by the Chair of another Welsh Government Sponsored Arms-Length Body.
5.2 	Chair
· Complaints about the Chair are managed by Welsh Government in accordance with their procedures. The process to be followed depends on the source of the complaint.
· If the complaint is made by another Social Care Wales Board member or an employee of Social Care Wales, it should be forwarded to the HR Director at Welsh Government via Complaints@gov.wales.
· If the complaint is made by a member of the public or another person not directly employed by Social Care Wales, complaints will be dealt with via the Welsh Government’s generic complaints policy which can be accessed here
6. 	Monitoring and Review
· This policy will be reviewed regularly and at least every three years to ensure it remains effective and up to date.
· Lessons learned from complaints will inform improvements to Board governance and conduct.
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