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Section 1: Introduction 
 
Background to the consultation 
 
1. In 2018, the States Assembly approved proposition P32/2018 for the introduction 

of a Jersey Public Services Ombudsman (JPSO) to provide redress to people with 
unresolved complaints against public bodies and replace the States of Jersey 
Complaints Panel (Complaints Panel) 
 

2. Following this decision, a public consultation was conducted in 2019 to gather 
people’s views on a number of proposed functions of a JPSO. The feedback from 
this consultation,1 along with recommendations from the Jersey Law Commission,2 
informed the development of a legal framework outlining how a JPSO could 
operate in Jersey. 

 
3. However, the project faced delays due to the pandemic and subsequent shifts in 

the Government’s priorities over the following years. Additionally, a perceived high 
cost associated with establishing a JPSO prompted the Government of Jersey to 
reconsider whether such as scheme was necessary or if an alternative mechanism 
could provide the same level of redress at less cost. 

 
4. The Chief Minister commissioned Assistant Minister for Sustainable Economic 

Development and External Relations, Deputy Moz Scott in October 2024 to 
oversee and lead the next phase of the project to deliver a final-stage complaints-
handling mechanism to reform or replace the current States of Jersey Complaints 
Panel, including options for establishing a Jersey Public Services Ombudsperson.  

 

5. To better understand local needs, a public consultation titled “Feedback on public 
services” was launched in March 2025 to capture:  

 
a) people’s experience when making a formal complaint about a public service, 

and 
b) their views on how an independent complaint reviewer should operate in 

Jersey.  
 

6. For the purpose of the consultation, the term “public service” was used to refer to 
any service delivered directly to the public by the Government of Jersey or on 
behalf of the Government by other organisations (e.g. Andium Homes, Jersey 
Electricity, Jersey Water). 

 
Consultation process 

 
7. The consultation ran from 10 March to 6 May 2025. People were able to provide 

their feedback through: 

 
1 Government of Jersey, Jersey Public Services Ombudsman: Consultation Feedback Report, January 
2020  
2 Jersey Law Commission, Improving Administrative Redress in Jersey, October 2017: This report was 
commissioned to deliver broad recommendations on how the Government could improve the local 
administrative redress system to make it easier for individuals and businesses to escalate unresolved 
complaints about administrative decisions made by public bodies. 

https://statesassembly.je/publications/propositions/2018/p-32-2018
https://www.gov.je/SiteCollectionDocuments/Government%20and%20administration/CR%20Jersey%20Public%20Services%20Ombudsman%20Feedback%20Report.pdf
https://www.gov.je/SiteCollectionDocuments/Government%20and%20administration/CR%20Jersey%20Public%20Services%20Ombudsman%20Feedback%20Report.pdf
https://www.jerseylawcommission.org.je/_files/ugd/f5ec37_acdd0edb7ff54709858ef997b7c4eb77.pdf
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a) an online survey available in both English and Portuguese; 
b) a written submission via email or post; and 
c) a paper copy of the survey via post. 
 

8. Paper copies of the survey (in English and Portuguese) were available upon 
request and could be found in parish halls, the Jersey Public Library, the Citizen’s 
Advice Bureau, and Caritas. Several other charities that support outreach groups 
were contacted but did not provide a response. 

 
9. Islanders were encouraged to participate via: 
 

a) social media posts; 
b) the Government of Jersey website; 
c) the parish websites; 
d) articles in local news outlets, and 
e) a focus group was conducted in collaboration with Enable Jersey to understand 

the difficulties that people with disabilities face when accessing services and 
their experiences when making a complaint about a public service. 

 
Appendix I provides further details on how the survey was promoted. 
 
Appendix II provides the survey questions used in the online survey. 

 
Respondents 

 

10. The following responses were received to the consultation: 
 

a) 242 responses to the online survey. 6 out of the 242 responses were excluded 
for potential duplication.3  

b) 23 written submissions,  
c) 8 people attended a focus group with Enable Jersey. 

 
11. The majority of responses were received from members of the public.4  
 
12. In addition, we received responses on the more general questions asked in the 

survey from representatives of the following 6 organisations: 
 

a) Citizen’s Advice Bureau 
b) Comptroller and Auditor General 
c) Tynwald Commissioner for Administration 
d) Ombudsman Association 

 
3 Excluded survey responses: Responses were checked by IP addresses to ensure that individuals 
were not submitting multiple responses to skew the data. There were 10 IP addresses from which more 
than one response was received. 6 of them contained the same demographic data and similar 
responses. These were removed from the analysis. 
4 The consultation received responses mostly from people who made a complaint about a public service 
and therefore the results of the analysis are not representative of the overall quality of the internal 
complaint processes of the public services mentioned in this report. 
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e) Jersey Care Commission 
f) Jersey Advisory and Conciliation Service 
g) Jersey Law Society 
 

Appendix III includes the responses that the consultation received from the 
abovementioned organisations.  
 
Key findings 

 
Expectation of public services 
 

13. More clarity is needed around the level of service and type of behaviour from staff 
that members of the public should expect when they access public services. 
 

14. Respondents agreed that public services should provide information on:  
 

a) the level of service that members of the public should expect from them; 
b) the type of behaviour that their employees should demonstrate when dealing 

with members of the public; 
c) how a complaint will be handled, by who and by when; and 
d) who a complaint can be taken to for review if the complainant is not satisfied 

with the outcome of their complaint. 
 

Complaints against public services  
 

15. Most complaints submitted by respondents within the last 5 years were related to 
Health Services. 
 

16. Almost half of respondents (46%) who made a complaint within the last 5 years 
said that it was difficult to find information on how to submit a complaint. Information 
on how to make a complaint is not easily accessible based on feedback we 
received from written submissions and the focus group. 
 

Processing of complaints 
 

17.  34% of respondents who made a complaint within the last 5 years had to wait less 
than 2 weeks to receive confirmation from the public service that their complaint 
will be investigated. Over half (51%) had to wait over a month or did not receive 
acknowledgement of their complaint.  
 

18.  81% of respondents who made a complaint within the last 5 years were not kept 
informed about the status of their complaint. 

 
19.  83% of respondents who made a complaint within the last 5 years felt that their 

complaint was not taken seriously. 
 
20. Not feeling listened to was the most popular reason selected by respondents who 

did not feel that their complaint was taken seriously. 
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Outcome of complaint 
 

21. Most respondents who made a complaint within the last 5 years were not satisfied 
that: 
 
a) they felt listened to throughout the complaint process (79%) 
b) their complaint was dealt with in a timely manner (73%) 
c) the outcome of the complaint was fully explained (77%) 
d) - all areas of their complaint were addressed (83%) 

 
22. Most respondents (80%) were not satisfied with the outcome of their complaint. 

 
23. Most respondents (83%) were not satisfied with the overall handling of their 

complaint. 
 
24. Half of respondents who made a complaint within the last 5 years did not know of 

the possibility of having their complaint reviewed by the Complaints Panel. 
 
25. Half of respondents who did not use the Complaints Panel also did not use an 

alternative way to seek resolution for their complaint. 
 
26. 51% of respondents, who used an alternative way to seek resolution to their 

complaint, escalated their complaint to a States Member.  
 
27. Respondents who used an alternative route to escalate their complaint were not 

satisfied with:  
 

a) the quality of the method that was used to review their complaint (86%), and  
b) all aspects of the method that was used to review their complaint (88%). 

 
Final stage complaint handling 
 

28. 67% of respondents were not aware of the Complaints Panel before taking the 
survey. 
 

29. Informal resolution was the most preferred complaint resolution method. 
 
30. Respondents most often chose complaint investigation and anonymity as reasons 

for their preferred resolution method. 
 
31. Almost half of respondents (53%) agreed that any findings or recommendations 

made by an independent complaint reviewer should only focus on the resolution of 
the complaint. 

 
32. 94% of respondents agreed that the recommendations made by an independent 

complaint reviewer should include advice on ways to improve the service. All 
organisations that responded agreed that an element of service improvement 
should be present in the recommendations. 
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33. 74% of respondents agreed that final reports produced by an independent 
complaint reviewer should maintain the anonymity of individuals.  
 

34. 85% of respondents agreed that an independent complaint reviewer should be able 
to investigate complaints handling by public services and recommend 
improvements to public service complaints handling separately from reviews of 
individual complaints. It was suggested in responses by organisations that an 
independent complaint reviewer could also have ombudsman-like powers of 
initiating its own investigations if there are systemic failings within a public service. 

 
States of Jersey Complaints Panel 
 

35. There is a difference in opinion whether the Complaints Panel is fit for purpose and 
can provide an effective complaint resolution service. 
 

36. There is a lack of awareness of the Panel’s role reflected in respondents’ feedback 
 

37. Public hearings were the least preferred method of complaint resolution of 
respondents. Complaint resolution methods that provide an element of privacy 
such as investigation and private hearings were ranked higher. 

 
Local Administrative Redress 
 

38. 51% of complainants used States Members to escalate their complaints. 
Comments from respondents indicate that the feeding back of these complaints 
into the same departments that have failed to address them cause delays and 
frustration for complainants. 
 

39. Complaints against public services, that cannot be resolved through informal 
resolution or mediation, require the use of adversarial resolution methods, such as 
hearings conducted by the Panel, tribunals and the Royal Court. Findings 17 and 
24 show that that there is a preference for a more confidential and inquisitorial 
approach in handling complaints. This element currently is lacking in Jersey’s 
redress system. Therefore, complainants who do not wish to have their complaint 
reviewed through a court-like process do not have any additional choices. 

 
40. Feedback from individual submissions suggests redress mechanisms are not 

accessible to everyone. The cost of obtaining legal advice or attending a formal 
process can be a deterrent for some people to come forward. 

 
41. Feedback from individual submissions suggests that local redress mechanisms do 

not have the power to drive service improvement and promote standards to prevent 
the same mistakes happening in the future. 

 
Next steps 
 

42. To accompany this Consultation Report, Assistant Minister for Sustainable 
Economic Development and External Relations, Deputy Moz Scott, is publishing a 
Findings and Recommendations Report. 
 



 

8 | P a g e  
 

43. Deputy Scott’s Report was informed by this public consultation, comparative 
analysis of ombudsman schemes in similar jurisdictions, and engagement with key 
stakeholders. It concludes that while progress has been made, Jersey’s final-stage 
complaints-handling system continues to face significant structural and procedural 
challenges. The Report highlights that the Complaint Panel’s remit is narrow, 
covering only Government departments and excluding wider public services such 
as arm’s-length organisations (ALOs). The Complaints Panel relies on the States 
Greffe for administrative support, reducing perceived independence. Processes 
are based on quasi-tribunal public hearings, which lack the investigative 
methodologies commonly used in ombud schemes and create barriers for both 
complainants and Government officers. Resource constraints, barriers, and limited 
accessibility contribute to a lower-than-expected number of final-stage complaints, 
reducing opportunities for fair redress and organisational learning. The current 
model also fails to drive public service improvement effectively, as 
recommendations are often rejected or not implemented, and the Panel’s scope is 
considerably more limited than that of a public service ombudsperson. These 
factors restrict effectiveness and indicate that reform should be prioritised.  
 

44. Deputy Scott recommends that reforming the existing Complaints Panel 
would be neither cost-effective nor credible. Instead, a ‘clean slate’ model is 
recommended to establish an independent JPSO to replace the Panel and 
strengthen public trust, standardize processes, improve accessibility, and 
ensure fairer outcomes. The JPSO should operate under a bespoke legal 
framework aligned with international standards, provide a free service for 
complainants covering a broad scope of public services and ALOs, and be funded 
within the existing Government budget allocation.  

 

45. Further work is recommended to: 
 

a) consider appropriate governance arrangements for the JPSO; 
b) define an appropriate scope for the JPSO, one that achieves comprehensive 

coverage, and avoids duplication; 
c) consider cost containment; and 
d) rationalise and simplify complaint-handling policies and processes across 

Government and ALOs.  
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Section 2: Online survey 
 
1. The survey was designed to allow people to participate whether they had or have 

not made a complaint against a public service.  
 

2. Only people who have made a complaint within the last 5 years were able to 
provide detailed feedback on their experiences of the internal complaint process of 
the public service that they complained about.5 

 
3. People who did not make a complaint were given the opportunity to explain their 

reasons for not doing so. 
 
4. All respondents were able to provide their feedback on how an independent 

complaints reviewer should operate in Jersey. 
 
 
 
  

 
5 Public services have only recently started to develop structured policies around the handling of 
complaints and their use to disseminate lessons on how to improve the quality of the services they 
deliver. Therefore, it would not have been possible to draw useful conclusions about the effectiveness 
of these policies if complaints made more than 5 years ago were considered in this consultation. 
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Section 3: Consultation feedback: Online survey 
 
Demographic information 
 

1. Section 1 of the survey collected demographic information to enable understanding 
of the reach of the survey. This included place of birth, length of residency (last ten 
years), age group, and gender.  

 
Table 1 – Number of responses by age 
 

Age in years Total number of responses % of total number of 
responses* 

Under 18 1 0.4% 

18 to 29 7 3% 

30 to 44 47 20% 

45 to 59 81 34% 

60 to 74 82 35% 

75 or over 13 6% 

Prefer not to say 5 2% 

*percentages have been rounded and may not add up to 100 
 
Table 2 – Number of responses by gender 
 

Gender  Total number of responses % of total number of 
responses* 

Female 120 51% 

Male 107 45% 

Prefer not to say 9 4% 

*percentages have been rounded and may not add up to 100 
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Table 3 – Number of responses by place of birth 
 

Place of birth  Total number of responses % of total number of 
responses* 

Jersey 121 51% 

British Isles 92 39% 

Republic of Ireland 0 0% 

Poland 1 0.4% 

Portugal or Madeira 3 1% 

Romania 0 0% 

Other European country 6 2% 

Elsewhere in the world 8 3% 

Prefer not to say 5 2% 

*percentages have been rounded and may not add up to 100 
 
Table 4 – Number of responses by length of residency (within the last ten years) 
 

Lived in Jersey for the last 
ten years 

Total number of responses %of total number of 
responses* 

Yes 227 96% 

No 19 4% 

*percentages have been rounded and may not add up to 100 
 
Expectation of public services 
 

2. Section 2 of the survey focused on people’s expectations of public services. One 
of the two questions contained in this section asked people how much they agreed 
or disagreed with a number of statements. 

 
3. The first two statements seek to understand a respondent’s level of awareness on: 
 

a) the level of service they should receive when they are accessing a public 
service; and  

b) the type of behaviour that employees of public services should demonstrate 
when they provide a service to the public. 
 

4. The rest of the question’s statements seek to capture whether respondents agree 
with the type of information that public services should provide to members of the 
public. 
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Table 5 – Number of responses by extent of agreement to the first statement. 
 

“The level of service that I should receive when accessing public services is always 
clear to me.” 
 

Extent of agreement Total number of 
responses 

% of total number of 
responses* 

Strongly agree 31 13% 

Slightly agree 52 22% 

Neutral 43 18% 

Slightly disagree 54 23% 

Disagree 56 24% 

*percentages have been rounded and may not add up to 100 
 
 
Finding 1: Almost half of the respondents (47%) disagreed with the statement that 
the level of service that they should receive when accessing services is always clear 
to them. 
 

 
Table 6 – Number of responses by extent of agreement to the second statement. 
 

“The type of behaviour that employees of public services should demonstrate when 
dealing with members of the public is always clear to me” 
 

Extent of agreement Total number of 
responses 

% of total number of 
responses* 

Strongly agree 43 18% 

Slightly agree 52 22% 

Neutral 54 23% 

Slightly disagree 36 15% 

Strongly disagree 51 22% 

*percentages have been rounded and may not add up to 100 
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Finding 2: There was an almost equal split between respondents who agreed or 
disagreed that the type of behaviour that employees of public services should 
demonstrate is always clear to them.  
 

 
Table 7 – Number of responses by extent of agreement to the third statement 
 

“All public services should provide clear information on the level of service that 
members of the public should expect from them” 
 

Extent of agreement Total number of 
responses 

% of total number of 
responses* 

Strongly agree 188 80% 

Slightly agree 33 14% 

Neutral 10 4% 

Slightly disagree 2 1% 

Strongly disagree 3 1% 

*percentages have been rounded and may not add up to 100 
 
 
Finding 3: There was strong agreement amongst respondents (94%) that public 
services should provide clear information on the level of service that members of the 
public should expect from them. 
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Table 8 – Number of responses by extent of agreement to the fourth statement 
 

“All public services should provide clear information on the type of behaviour that 
their employees should demonstrate when dealing with members of the public” 
 

Extent of agreement Total number of 
responses 

% of total number of 
responses* 

Strongly agree 209 77% 

Slightly agree 20 15% 

Neutral 13 6% 

Slightly disagree 4 2% 

Strongly disagree 2 1%  

*percentages have been rounded and may not add up to 100 
 
 
Finding 4: There was strong agreement amongst respondents (92%) that public 
services should provide clear information on the type of behaviour that their 
employees should demonstrate when dealing with members of the public. 
 

 
Table 9 – Number of responses by extent of agreement to the fifth statement 
 

“All public services should publish clear information on how a complaint will be 
handled, by who and by when” 
 

Extent of agreement Total number of 
responses 

% of total number of 
responses* 

Strongly agree 209 89% 

Slightly agree 20 8% 

Neutral 4 2% 

Slightly disagree 2 1% 

Strongly disagree 1 0.4% 

*percentages have been rounded and may not add up to 100 
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Finding 5: There was strong agreement (97%) amongst respondents that public 
services should provide clear information on how a complaint will be handled 
by who and by when. 
 

 
Table 10 – Number of responses by extent of agreement to the sixth statement 
 

“All public services should provide clear information on who a complaint can be 
taken to for review if the complainant is not satisfied with the outcome of their 
complaint.” 
 

Extent of agreement Total number of 
responses 

% of total number of 
responses* 

Strongly agree 210 89% 

Slightly agree 15 6% 

Neutral 7 3% 

Slightly disagree 2 1% 

Strongly disagree 2 1% 

*percentages have been rounded and may not add up to 100 
 
 
Finding 6: There was strong agreement amongst respondents (95%) that public 
services should provide clear information on who a complaint can be taken to for 
review if the complainant is not satisfied with the outcome of their complaint 
 

 
5. The second question included in Section 2 of the survey asked respondents to 

provide an example of a public service that did not provide information on: 
 
a) the level of service that members of the public should expect from them, 
b) the type of behaviour that their employees should demonstrate when dealing 

with members of the public 
c) how a complaint will be handled, by who and by when, and 
d) who a complaint should be taken to for review if the complainant is not satisfied 

with the outcome of their complaint. 
 

6. This question received 109 responses. Each response was assigned to one or 
more categories using the text analysis tool on Smart Survey. The services listed 
as examples to this question are presented in Table 11. The responses provided 
examples of public services. However, it was not clear what type of information 
was not offered.  
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Table 11 – Number of responses per category. 
 

Category Number of responses* Percentage** 
 

Health Services  20 15% 

Information on a 
complaint*** 

19 15% 

Tax Department  12 9% 

No example 11 9% 

Employment, Social 
Security and Housing 
Department 

9 7% 

Government of Jersey 6 5% 

Children’s Services 6 5% 

Planning Department  6 5% 

Not relevant**** 6 5% 

States of Jersey Police 5 4% 

Andium Homes 4 3% 

Children, Young People, 
Education and Skills 

3 2% 

*The number of responses may not add up to 109 because some responses have 
been assigned under more than one category if the person listed more than one 
example. 
**percentages have been rounded and may not add up to 100. 
***This category includes responses with details of specific complaints against a 
department. 
**** This category includes responses that did not provide any relevant information to 
the question or the consultation. 
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Complaints against public services 
 

7. The questions included in Section 3 of the online survey focused on capturing the 
experiences of respondents with the internal complaint process of the public 
services that they complained about. 
 

8. Only respondents that have submitted a complaint in the last 5 years were able to 
provide details on their experience.  

 
9. The first question of Section 3 asked respondents if they had ever complained 

about a public service. 241 respondents answered this question. 
 
Table 12 – Number of respondents that have made or not made a complaint. 

 

Have you submitted a complaint about a public service? 

Option Number of responses % total number of 
responses* 

Yes 147 62% 

No 89 38% 

  * percentages have been rounded and may not add up to 100. 
 
10. Respondents who have not complained but may have thought of doing so in the 

past were asked to disclose the reasons behind their decision. A list of options was 
provided, including a free text box to allow people to elaborate further on what 
stopped them from submitting a complaint.  
 

11. The most common reasons why people did not proceed with a complaint were the 
feeling that nothing would change, the fear of retaliation and not knowing how to 
complain. 

 
12. The second question was addressed only to respondents who submitted a 

complaint against a public service. The question received 152 responses. 
 
Table 13 – Number of respondents that have submitted a complaint to a public 
service within the last 5 years. 

 

Have you submitted a complaint to a public service within the last 5 years? 

Option Number of responses % total number of 
responses* 

Yes 109 74% 

No 39 26% 

  * percentages have been rounded and may not add up to 100. 
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Finding 7: The majority of people who submitted a complaint to a public service have 
done so within the last 5 years. 
 

 
13.  Respondents who submitted a complaint to a public service within the last 5 years 

were asked to list the public service(s) that they complained against. The question 
received 106 responses.  
 

Table 14 - Number of responses per public service.  
 

Public Service Number of responses* Percentage** 
 

Health Services  38 26% 

Employment, Social 
Security and Housing 

15 10% 

Infrastructure and 
Environment 

13 9% 

States of Jersey Police 12 8% 

Children, Young People, 
Education and Skills 

11 7% 

Planning Department 10 7% 

Treasury and Exchequer 9 6% 

Children’s Services 7 5% 

Parishes 3 2% 

Prison Service 2 1% 

Jersey Customs and 
Immigration Service 

2 1% 

Andium Homes 2 1% 

Jersey Post 2 1% 

No service listed*** 8 5% 

*The number of responses may not add up to 106 because some responses have 
been assigned under more than one public service if the person listed more than one 
service. 
**percentages have been rounded and may not add up to 100. 
***This category includes responses which did not include the name of the service that 
the respondent complained to. 
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Finding 8: The majority of respondents who submitted a complaint about public 
services within the last 5 years did so in relation to Health Services. 
 

 
14. Respondents who made a complaint against a public service within the last 5 years 

were asked to consider how easy it was to find information on how to submit a 
complaint. The question received 106 responses. 
 

Table 15 - Number of responses per option of how easy it was to find information 
on how to submit a complaint. 

 

How easy was it to find information on how to submit a complaint? 

Option Number of responses % total number of 
responses* 

Very easy 10 9% 

Easy 14 13% 

Moderate 32 31% 

Difficult 25 24% 

Very difficult 23 22% 

  * percentages have been rounded and may not add up to 100 
 

 
Finding 9: Almost half of respondents (46%) who made a complaint within the last 5 
years said that it was difficult to find information on how to submit a complaint. 
 

 
 Processing of complaints 
 

16. Section 4 of the survey focused on capturing the experience of people after the 
public service had received their complaint. 
 

17. Respondents who made a complaint against a public service within the last 5 years 
were asked how long they had to wait until they received confirmation that the 
public service will investigate their complaint. The question received 101 
responses. 
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Table 16 – Number of responses per length of time to receive confirmation that 
a complaint will be investigated. 

 

How long did it take for the public service to let you know they will investigate your 
complaint? 

Option Number of responses % total number of 
responses* 

Less than a week 15 15% 

1 to 2 weeks 19 19% 

3 to 4 weeks 14 14% 

More than a month 29 29% 

I never received 
acknowledgment 

23 23% 

  *percentages have been rounded and may not add up to 100 
 
 
Finding 10: 34% of respondents who made a complaint within the last 5 years waited 
less than 2 weeks to receive confirmation from the public service that their complaint 
will be investigated. 51% waited more than a month or received no acknowledgment 
of their complaint.  
 

 
18. Respondents who made a complaint against a public service within the last 5 years 

were asked whether they received information on the process to resolve their 
complaint, including who would do what and by when. The question received 101 
responses. 
 

Table 17 – Number of responses per option on information provided on the 
complaints resolution process. 

 

Were you informed of the process to resolve your complaint, including who would 
do what and by when? 

Option Number of responses % total number of 
responses* 

I received detailed 
information on the 
process 

12 12% 

I received information on 
the process but no details 
on who would do what and 
by when. 

42 42% 

I did not receive any 
information on the 
process. 

46 46% 

* percentages have been rounded and may not add up to 100. 
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  Finding 11: The majority of respondents who made a complaint within the last 5 
years either received information on the process to resolve their complaint but 
no details on who would do what and by when or did not receive any 
information on the process to resolve their complaint.  

 
 
19. Respondents who made a complaint against a public service within the last 5 years 

were asked whether they were informed about the status of their complaint. 
 

Table 18 – Number of responses per “Yes” or “No” option. 
 

Were you kept informed about the status of your complaint? 

Option Number of responses % total number of 
responses* 

Yes 15 15% 

No 81 81% 

Not applicable 4 4% 

* percentages have been rounded and may not add up to 100. 
   
  
 Finding 12: Most respondents (81%) who made a complaint within the last 5 years 
were not kept informed about the status of their complaint.  
 

 
20. Respondents who made a complaint against a public service within the last 5 years 

were asked whether they felt that their complaint was taken seriously. The question 
received 100 responses. 

 
Table 19 – Number of responses per “Yes” or “No” option. 

 

Did you feel your complaint was taken seriously? 

Option Number of responses % total number of 
responses* 

Yes 17 17% 

No 83 83% 

* percentages have been rounded and may not add up to 100. 
 

 
Finding 13: Most respondents (83%) who made a complaint within the last 5 years 
felt that their complaint was not taken seriously. 
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21. Respondents who did not feel that their complaint was taken seriously were 
asked to provide the reasons for their answer in the previous question. The 
question received 56 responses.  
 

Table 20 – Number of responses per reason for feeling that a respondent’s 
complaint was not taken seriously. 

 

If not, why did you feel that your complaint was not taken seriously? 

Option Number of 
responses 

% total number of 
responses* 

My complaint was never 
acknowledged 

17 30% 

I did not feel listened to 32 57% 

I was not kept informed or updated on 
the progress of my complaint 

24 43% 

I did not receive a response to my 
complaint in the expected timeframe 

18 32% 

I did not know who was dealing with 
my complaint 

16 29% 

Other (please specify) 23 41% 

* percentages have been rounded and may not add up to 100. 
**Respondents were able to tick multiple options, therefore the number of 
responses in the table do not add up to 56. 
 

22. Responses under option “Other” underwent a thematic analysis to extract 
additional reasons as to why a respondent felt that their complaint was not taken 
seriously. Each response was read and assigned to a category. The figure below 
shows the themes that were extracted from the free text responses. 
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Figure 1: Themes from free-text responses under Option “Other”. 
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23. Finally, respondents that have made a complaint within the last 5 years were asked 

to provide suggestions for improvement of their experience during the handling of 
their complaint. The question received 75 responses. 

 
24. The responses to the question underwent a thematic analysis. Each response was 

read and assigned to a category/theme. The following figure shows the themes 
that were extracted from the responses. 

 

 
 “I was made to feel I was a nuisance.” 
 
“The complaint was not independently investigated and there was no 
process to escalate” 
 
“The complaint was misread, and I had to point out they had not read 
the complaint correctly.” 
 
“I was having to chase all the time for updates.” 
 
“There was no empathy or contrition for the error.” 
 
“They appeared more interested in covering up to their error than 
admitting it and investigating the problem.” 
 
“The department concerned did not seem to know how to deal with 
it” 
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Figure 2: Themes from suggestions provided on how a respondent’s experience could 
have been improved during the handling of their complaint. The figure does not include 
themes representing suggestions made by a single respondent. 
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Outcome of complaints 
 

25.  Section 5 of the online survey included questions aimed to capture a respondent’s 
level of satisfaction with the outcome of their complaint and whether escalation was 
pursued to obtain a different outcome to their complaint. 
 

26. Respondents who made a complaint within the last 5 years were asked to 
demonstrate their level of satisfaction with different elements of the complaint 
process of the public service that they complained about.  

 
27. The question consisted of six sub-questions and received 93 responses. Each sub-

question is presented separately. 
 
Table 20 – Number of responses per level of satisfaction to the first sub-
question. 
 

“How satisfied were you that you felt listened to throughout the complaint process?” 

Level of Satisfaction  Total number of 
responses 

% of total number of 
responses* 

Very dissatisfied 59 63% 

Dissatisfied 15 16% 

Neutral 9 10% 

Satisfied 2 2% 

Very satisfied 8 8% 

* percentages have been rounded and may not add up to 100. 
 
 
Finding 14: Most respondents (63%) who made a complaint within the last 5 years 
were very dissatisfied that they felt listened to throughout the complaint process. 
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Table 21 – Number of responses per level of satisfaction to the second sub-
question. 
 

“How satisfied were you that your complaint was dealt with in a timely manner?” 

Level of Satisfaction  Total number of 
responses 

% of total number of 
responses* 

Very dissatisfied 53 57% 

Dissatisfied 15 16% 

Neutral 11 12% 

Satisfied 7 8% 

Very satisfied 7 8% 

*percentages have been rounded and may not add up to 100. 
 
 
Finding 15: The majority of respondents (57%) who made a complaint within the last 
5 years were very dissatisfied that their complaint was dealt with in a timely manner. 
 

 
Table 22 – Number of responses per level of satisfaction to the third sub-
question. 
 

“How satisfied were you that the outcome of your complaint was fully explained?” 
 

Level of Satisfaction  Total number of 
responses 

% of total number of 
responses* 

Very dissatisfied 61 66% 

Dissatisfied 10 11% 

Neutral 10 11% 

Satisfied 4 4% 

Very satisfied 8 9% 

*percentages have been rounded and may not add up to 100. 
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Finding 16: The majority of respondents (66%) who made a complaint within the last 
5 years were very dissatisfied that the outcome of their complaint was fully 
explained. 
 

 
Table 23 – Number of responses per level of satisfaction to the fourth sub-
question. 
 

“How satisfied were you that all areas of your complaint were addressed?” 
 

Level of Satisfaction  Total number of 
responses 

% of total number of 
responses* 

Very dissatisfied 62 67% 

Dissatisfied 15 16% 

Neutral 5 5% 

Satisfied 4 4% 

Very satisfied 7 7% 

*percentages have been rounded and may not add up to 100. 
 
 
Finding 17: Most respondents (67%) who made a complaint within the last 5 years 
were very dissatisfied that all areas of their complaint were addressed. 
 

 
Table 24 – Number of responses per level of satisfaction to the fifth sub-
question. 
 

“How satisfied were you with the outcome of your complaint?” 
 

Level of Satisfaction  Total number of 
responses 

% of total number of 
responses* 

Very dissatisfied 62 67% 

Dissatisfied 12 13% 

Neutral 8 9% 

Satisfied 3 3% 

Very satisfied 8 9% 
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*percentages have been rounded and may not add up to 100. 
 
 
Finding 18: Most respondents (67%) who made a complaint within the last 5 years 
were very dissatisfied with the outcome of their complaint. 
 

 
Table 25 – Number of responses per level of satisfaction to the sixth sub-
question. 
 

“Taking everything into account, how satisfied were you with the handling of your 
complaint?” 
 

Level of Satisfaction  Total number of 
responses 

% of total number of 
responses* 

Very dissatisfied 66 71% 

Dissatisfied 11 12% 

Neutral 4 4% 

Satisfied 6 6% 

Very satisfied 6 6% 

*percentages have been rounded and may not add up to 100. 
 
 
Finding 19: Most respondents (71%) who made a complaint within the last 5 years 
were very dissatisfied with the overall handling of their complaint. 
 

 
28.  Respondents who had made a complaint within the last 5 years were asked if they 

applied to the Complaints Panel to review their complaint. The question received 
93 responses. 
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Table 26 – Number of responses per option. 
 

“If you were not satisfied overall, did you apply to the States of Jersey Complaints 
Panel to have your complaint reviewed?” 
 

Option  Total number of 
responses 

% of total number of 
responses* 

Yes 16 17% 

No 22 24% 

I did not know I could have my 
complaint reviewed by the States 
of Jersey Complaints Panel 

46 50% 

Not applicable 9 10% 

*percentages have been rounded and may not add up to 100. 
 
 
Finding 20: Half of respondents who made a complaint within the last 5 years did 
not know that they could have their complaint reviewed by the States of Jersey 
Complaints Panel. 
 

 
29 Respondents that did not answer “yes” to the previous question were given the 
opportunity to disclose whether they used an alternative way to seek resolution for 
their complaint. The question received 77 responses. 
 
Table 27 – Number of responses per option. 
 

“Did you use an alternative way to seek resolution of your complaint?”  
 

Option  Total number of 
responses 

% of total number of 
responses* 

Yes 26 34% 

No 39 51% 

Not applicable 12 16% 

*percentages have been rounded and may not add up to 100. 
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Finding 21: Half of respondents who did not use the States of Jersey Complaints 
Panel also did not use an alternative way to seek resolution for their complaint. 
 

 
30.  Respondents that used an alternative way to seek resolution for their complaint 

were asked to either select an organisation through a list of options or provide a 
separate answer. 
 

Table 28 – Number of responses per option of alternative resolution route. 
 

“If yes, who did you escalate your complaint to?” 
 

Option  Total number of 
responses 

% of total number 
of responses* 

A States Member 14 51% 

A Tribunal 1 4% 

The Royal Court 0 0% 

Jersey Care Commission 0 0% 

Jersey Police Complaints Authority 0 0% 

Jersey Safeguarding Partnership Board 0 0% 

Jersey Office of the Information 
Commissioner 

1 4% 

Commissioner for Standards 0 0% 

Legal Advisor 3 11% 

Other, (please specify): 8 29% 

*percentages have been rounded and may not add up to 100. 
 
31. Responses under option “Other” underwent a thematic analysis to extract 

additional routes that respondents have used to escalate their complaint. Each 
response was read and assigned to a category. The figure below shows the themes 
that were extracted from the free text responses. 
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Figure 3: Themes from responses under option “Other”. 
 
 
Finding 22: 51% of respondents who used an alternative route to resolve their 
complaint escalated their complaint to States members. 

 
32.  Respondents who used an alternative route to escalate their complaint were asked 

to select which method was used to review their complaint.  
 

Table 29 – Number of responses per complaint resolution method. 
 

“Which process did the complaint reviewer use to review your complaint?” 
 

Option  Total number of 
responses 

% of total number of 
responses* 

Informal resolution 10 24% 

Mediation 2 5% 

Adjudication (private hearing) 0 0% 

Adjudication (public hearing) 1 2% 

Investigative dispute resolution 1 2% 

Other, (please specify): 28 67% 

*percentages have been rounded and may not add up to 100. 
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33. Responses under option “Other” underwent a thematic analysis to extract 

additional methods that an independent complaint reviewer may have used to 
review a complaint. Each response was read and assigned to a category. The 
figure below shows the themes that were extracted from the free text responses. 
The majority of responses were categorised under “None” if a method was not used 
to review a complaint. 
 

 
 
Figure 4: Themes from responses under Option “Other” 
 

 

“Sort of investigative, but no information was gathered (after the initial 
form). It went away and was looked at. I know no investigation was done 
because they would have needed my permission to access records 
held.” 

 
“CYPES. Mediation was agreed to and then the representatives 
participated in bad faith. Refused to make any kind of agreement. So, 
tribunal preparation is in progress.” 

 
“A review written without my input.” 
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34.  Respondents who used an alternative route to escalate their complaint were asked 
if they were satisfied with the method used by the complaint reviewer. The question 
received 43 responses. 
 

Table 30 – Number of responses per option. 
 

“Were you satisfied with the quality of the method used by the complaint reviewer 
to review your complaint?” 
 

Option  Total number of 
responses 

% of total number of 
responses* 

Yes 6 14% 

No 37 86% 

 
 
Finding 23: Respondents who used an alternative route to escalate their complaint 
were not satisfied with the quality of the method that was used to review their 
complaint. 
 

 
35.  Respondents who used an alternative route to escalate their complaint were also 

asked if they were satisfied with all aspects of the method used to review their 
complaint. 
 

Table 31 – Number of responses per option. 
 

“Were you satisfied with all aspects of the method used by the complaint reviewer 
to review your complaint? 
 

Option  Total number of 
responses 

% of total number of 
responses* 

Yes 5 12% 

No 38 88% 

 
 
Finding 24: Respondents who used an alternative route to escalate their complaint 
were not satisfied with all aspects of the method that was used to review their 
complaint. 
 

 
36.  Respondents were given the opportunity to provide more qualitative feedback on 

the aspects of the method that they were satisfied or not satisfied with. 
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a) Responses on positive aspects were broader and not specific to the method 
used to review a complaint. The main aspects that respondents (5) were 
satisfied with were: 
 

• the independence of a Tribunal. 

• the receipt of a timely and empathetic response from an officer. 

• interest in the resolution of their complaint (Complaints Panel). 

• the commitment to find a solution to their complaint (States Member). 
 

b) Responses related to aspects that respondents were not satisfied with followed 
a similar pattern. The majority of responses did not focus on the method that 
the complaint reviewer used to assess a complaint. The themes that were 
identified in the responses (36) were: 
 

• failure of relevant department or reviewer to deal with their complaint; 

• lack of independence in the process to review their complaint; 

• one sided- process favouring officers instead of the complainant; 

• evidence provided by relevant department was taken as a matter of fact 
without further enquiry; 

• the complainant did not have the option to provide their input on the facts 
around their complaint; 

• their complaint was not acknowledged by the department or reviewer; 

• their complaint was not fully addressed by the department or reviewer; 

• their complaint not taken seriously by department or reviewer; and 

• the complaint process was not clear. 
 

 

“They failed to look at any aspect of my complaint and deal with it. How 
can that be fair? They just cover up their corruption. The private 
investigator I hired to review the way they behaved said it was the worst 
case of corruption he'd seen in 15 years of working. Absolutely 
disgraceful.” 
 
“High handed approach. Insufficient information gathered. Seriousness 
of complaint not taken sufficiently seriously.” 
 
 “The department did not consider my complaint in full. The States 
member just sent it back to the person in the department who was 
handling my complaint. Whilst I took alternative measure to sort out the 
problem. My complaint was not fully addressed.” 
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Final stage complaint handling  
 

37.  Section 6 of the survey focused on understanding people’s awareness of the 
Complaints Panel and capturing respondents’ views on:6 
a) the method that a complaint reviewer should use to review complaints, 
b) the reasons why a specific method should be used, and the  
c) nature of final reports that the complaint reviewer should publish after handling 

a complaint.  
 
38. Respondents were asked to indicate if they were aware of the Complaints Panel 

before taking the survey. The question received 180 responses. 
 

Table 32 – Number of responses per option. 

 
 
Finding 25: Most respondents (67%) were not aware of the States of Jersey 
Complaints Panel and its role before taking the survey. 
 

 
39. The next question aimed to understand the respondent’s preference for different 

alternative dispute resolution methods (informal resolution, mediation resolution, 
adjudication (private hearing), adjudication (public hearing), and investigative 
dispute resolution. An explanation of each method was provided to help 
respondents answer the question.  
 

40. The question asked respondents to rank the methods from most to least preferred. 
180 respondents provided an answer to this question. 

  

 
6 All respondents were able to answer the questions included in Section 6 whether they have made a 
complaint or not. 

“Were you aware of the States of Jersey Complaints Panel and its role before taking 
this survey” 
 

Option  Total number of 
responses 

% of total number of 
responses* 

Yes 59 33% 

No 121 67% 
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Table 33 – Overall rank for each alternative dispute resolution method. 

*Score is a weighted calculation. Items ranked first are valued higher than the following 
ranks, the score is a sum of all weighted rank counts. 
 
 
Finding 26: The most preferred method of alternative dispute resolution was informal 
resolution. 
 

 
41.  Respondents were able to provide a reason for their preference over a specific 

resolution method. The question offered a list of options, including a free- text box, 
if someone wanted to provide additional input on their preferred resolution method. 
The question received 180 responses. 

  

“Please rank in order of your preference the following methods a complaint reviewer 
should use to review a complaint, by: - selecting a number from 1 (most preferred) 
to 5 (least preferred) from the drop-down box next to each option, or - dragging the 
boxes from your preferred to least preferred option.” 

Option  Overall rank* 

Informal Resolution 1 

Mediation 2 

Adjudication (private hearing) 3 

Investigative dispute resolution 4 

Adjudication (public hearing) 5 
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Table 34 – Number of responses per reason for a respondent’s choice of 
resolution method. 

 
*The percentages do not add up to 100% because a respondent was able to tick more 
than one option. 
 
42. Responses under option “Other” underwent a thematic analysis to extract 

additional reasons why a respondent preferred a particular complaint resolution 
method over other methods. Each response was read and assigned to a category. 
The figure below shows the themes that were extracted from the free text 
responses (32).  
 

“Provide a reason for your choices in the previous question: Tick all that apply” 

Option  Total number of responses % of total number of 
responses* 

I want to remain 
anonymous during the 
process 

75 42% 

I want the opportunity to 
present details about my 
complaint in public 

31 17% 

I do not want to present 
details about my 
complaint in public 

62 34% 

I want the complaint 
reviewer to investigate my 
complaint 

98 54% 

I prefer a non-adversarial 
resolution process 

66 37% 

Other (please specify) 34 19% 
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Figure 5: Themes from responses under Option “Other” 
*No reason provided” includes responses that did not provide any additional reasons. 
The majority of the responses under this category include issues that respondents had 
with ranking the methods in the previous question.  
 
 
Finding 27: Respondents most often chose complaint investigation and anonymity 
as reasons for their preferred resolution method. 
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“Each complaint should stack up to improved performance whether 
upheld or not. Currently there is no confidence this happens. Worse still 
some of the methods you propose actually cover up any complaint and 
inhibit improvement.” (preferred method – Private hearing). 
 
“Investigative dispute resolution provides a more thorough and 
structured approach compared to mediation or informal resolution. The 
latter methods gradually devolve into speed and compromise as 
complaints build up, which can lead to systemic issues and issues 
beyond the specific complaint being overlooked. Complainants may not 
always be fully aware of their rights or what they are entitled to as a 
resolution. A formal investigative process ensures a deeper examination 
of the facts, leading to outcomes that are not only fair to the individual 
but also address broader concerns that could otherwise go unnoticed.” 
(preferred method – Investigative dispute resolution). 
 
“I think it really depends on the seriousness of the complaint as to what 
type of review should be undertaken taking into consideration the 
complainant’s views” (preferred method – Private hearing). 
 
“To balance out the needs of the complainant and to seek positive steps 
for resolution” (preferred method – Mediation). 
 
“Depending on what a complaint is about makes a difference if it's public 
or private” (preferred method – Investigative dispute resolution). 
 
“Statistics should be public; complaints should be private. Putting 
complaints in the public domain will just drive fear and defensiveness by 
both officers and the complainant: whilst it would make the media happy, 
it would inevitably lead to worse outcomes.” (preferred method – 
Informal resolution). 
 

 
43. The final question focused on whether respondents agreed with a number of 

statements related to the final reports that an independent complaint reviewer may 
produce to demonstrate the findings for their review and a set of recommendations 
on how to resolve the complaint. 
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Table 35 – Number of responses by extent of agreement with the first statement 
 

“Any findings or recommendations should focus only on the resolution of the 
complaint.” 

Extent of agreement Total number of 
responses 

% of total number of 
responses* 

Strongly agree 49 27% 

Slightly agree 47 26% 

Neutral 27 15% 

Slightly disagree 38 21% 

Strongly disagree 19 10% 

*percentages have been rounded and may not add up to 100 
 
 
Finding 28: Around half of respondents (53%) agreed that any findings or 
recommendations should only focus on the resolution of the complaint. 
 

 
Table 36 - Number of responses by extent of agreement with the second 
statement 
 

“The recommendations should include advice on ways to improve the service” 

Extent of agreement Total number of 
responses 

% of total number of 
responses* 

Strongly agree 128 71% 

Slightly agree 42 23% 

Neutral 6 3% 

Slightly disagree 2 1% 

Strongly disagree 2 1% 

*percentages have been rounded and may not add up to 100 
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Finding 29: There was strong agreement between respondents (94%) that the 
recommendations should include advice on ways to improve the service. 
 

 
Table 37 - Number of responses by extent of agreement with the third statement 
 

“Final reports should maintain the anonymity of individuals.” 

Extent of agreement Total number of 
responses 

% of total number of 
responses* 

Strongly agree 93 52% 

Slightly agree 40 22% 

Neutral 32 18% 

Slightly disagree 8 4% 

Strongly disagree 7 4% 

*percentages have been rounded and may not add up to 100 
 
 
Finding 30: There was strong agreement between respondents (74%) that final 
reports should maintain the anonymity of individuals. 
 

 
Table 38 - Number of responses by extent of agreement with the fourth 
statement 
 

“The independent complaint reviewer should be able to investigate complaints 
handling by public services and recommend improvements to public service 
complaints handling separately from reviews of individual complaints. 

Extent of agreement Total number of 
responses 

% of total number of 
responses* 

Strongly agree 114 63% 

Slightly agree 40 22% 

Neutral 19 11% 

Slightly disagree 3 2% 

Strongly disagree 4 2% 
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*percentages have been rounded and may not add up to 100 
 
 
Finding 31: There was strong agreement between respondents (85%) that the 
independent complaint reviewer should be able to investigate complaint handling by 
public services and recommend improvements to public service complaints handling 
separately from reviews of individual complaints. 
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Section 4: Consultation feedback: Written submissions from 
individuals 
 

1. The public consultation received 16 written submissions by members of the public. 
These submissions represent a small proportion of the total number of responses 
to the consultation.  
 

2. The nature of the submissions is personal; therefore the report will only provide a 
high-level overview of the themes identified in these responses, without providing 
more detailed information on the complaints. This is to ensure that confidentiality 
is maintained. 

 
3. Fewer than five responses focused on a complainant’s experience with the 

Complaints Panel. 
 
4. The results of the analysis are presented as an aggregate of the feedback received 

from all individual written submissions. 
 
5. It is important to note that the themes presented reflect the individual experiences 

of respondents and should not be interpreted as representative of public services 
as a whole. 

 
6. Communication and engagement with officers: 
 

a) poor communication and engagement from officers 
b) dismissive attitude 
c) delay in responding or receiving no response to a complaint 
d) complaint was never addressed 
e) never informed on the status of a complaint 

 
7. Internal complaint process: 

 
a) poor complaint procedure 
b) lack of statutory timeframes for complaint resolution 

 
8. Complaint handling: 

 
a) lack of independence  
b) lack of transparency and accountability 
c) delayed review of evidence 
d) ‘marking of own homework’ (complaints against the department are reviewed 

internally) 
e) dismissal of important evidence 
f) failure to address issues in a timely manner 
g) lengthy review of cases over a number of years without an outcome 
h) mediation process used by the department was not in favour of the 

complainants. There were conflicts of interest, and the final agreement was not 
implemented. 
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9. The feedback obtained about people’s experience with the Complaints Panel 
include both positive and negative aspects, therefore the themes extracted are 
presented as such. 
 
a) Positive aspects: 

 

• respectful Chair 

• the Complaints Panel is doing a good job within the framework available to 
them 

• gratitude to be given the opportunity to speak to the Panel 

• department was held to account 

• feeling validated and heard 
 

b) Negative aspects: 
 

• lack of independence  

• lack of assistance to identify and articulate the grounds on which a complaint 
can be submitted for review by the Panel 

• no power to implement own decisions 

• procedures outside of the Law 

• complainant not permitted to have sight of the Minister’s case 

• replay of a tribunal process 

• not permitted to provide deeper insight on the complaint 

• complaint was not resolved 

• failure of department to implement previous recommendations was not 
questioned 

• officers representing the department were treated with “kid gloves” 
 

10. Respondents who provided feedback related to negative aspects of the Complaints 
Panel stressed the need for an Ombudsman to provide an alternative route of 
complaint resolution to the Royal Court.  
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Section 5: Consultation feedback: Written submissions – 
Organisations 
 
1. A number of organisations and professionals (mediators) were invited to provide a 

response to the consultation focusing on the matters raised in Section 6 of the 
online survey. Organisations were specifically asked to provide their views on the 
following aspects of an independent complaint reviewer. Responses were received 
from 6 organisations. 
 
a) The type of methods (informal resolution, mediation, adjudication, investigation) 

that should be used to provide an effective final complaint handling service to 
islanders. 

b) Whether the recommendations produced should only focus on resolving the 
complaint itself or should also include advice on service improvement. 

c) Whether final reports should maintain the complainant’s anonymity or the 
complainant’s name should be included. 

d) Whether final reports should be available in the public domain. 
 

Type of methods 
 

2. The majority of organisations were supportive of an Ombudsman-like model which 
provides informal resolution and mediation-style techniques to resolve complaints, 
whilst using intelligence from similar cases to provide solutions. If this approach 
does not resolve a complaint, then the independent complaint reviewer should 
have the power to conduct an independent investigation. However, an 
Ombudsman or a complaint reviewer should be able to decline an investigation if 
it is disproportionate or has been satisfied that the complaint has been properly 
considered by the relevant organisation. 
 

3. Further consideration should be given on the type of the complaint and whether a 
complainant has a specific preference to a method. 

 
Nature of recommendations 
 

4. All responses mentioned that there should be an element of improvement in the 
recommendations that an independent complaint reviewer will produce to help feed 
back lessons from their work and help secure redress for others in similar 
situations. 
 

Final reports: Anonymity 
 

5. Maintaining a complainant’s anonymity was considered an important safeguard or 
feature of an inquisitorial process in contrast to the Courts. Furthermore, anonymity 
may incentivise more people to come forward. However, it was noted that in a small 
island community, even if anonymity is maintained, people may be able to piece 
the findings together and identify the complainant. 
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Final reports: Public domain 
 

6. Publishing of reports was considered best practice and a way to ensure 
transparency and accountability. Frequent reporting on complaint trends, systemic 
issues, including resolution outcomes should be provided to ensure continuous 
improvement in public service delivery. However, an independent complaint 
reviewer should consider if the circumstances of a case would lead to a 
complainant’s identity being revealed against their wish. 
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Section 6: Consultation feedback: Enable Jersey Focus Group 
 
1. A focus group was conducted in collaboration with Enable Jersey to allow people 

with disabilities to describe their experiences with the complaint processes of 
public services. The focus group was attended by 8 individuals who consented for 
their feedback to be noted down and used in this report.7 
 

2. The discussion focused on the Government of Jersey as an organisation and more 
specifically Health Services. 

 
3. Participants thought that there are communication issues between departments 

which results in repetition of information. Training of staff, improved 
communication and assigning a single contact to a customer would improve the 
experience of people when they engage with public services with specific 
concerns. 

 
Communication and training 
 
4. A more coherent way of dealing with complaints and more accessible information 

on how to provide feedback could enable people with disabilities to submit a 
complaint more effectively when they are not satisfied with the service they have 
received. A positive, “can do” attitude and willingness to help members of the 
public was mentioned as an important factor to prevent complaints from being 
made in the first instance.  

 

 
7 More personal information was provided related to specific complaints and therefore is not in the scope 
of this report. 
 

 

“There is a lot of communication issues between departments, which 
means I have to repeat the same information” 
 
“I don’t like the communication from the feedback team when there isn’t 
a named person as a point of contact. You need to have a contact for a 
person.” 
 
“The staff can be nice but the training and communication within GoJ 
[Government of Jersey] is poor.” 
 
“There does not seem to be anyone explaining the complaints process. 
It feels very one-sided as there is no one independent to help. More 
customer care is needed. I don’t mind if an employee doesn’t have the 
info to hand but is prepared to go and find out and get back in touch. 
This would help to prevent complaints being made in the first instance. 
A dismissive attitude is unhelpful.” 
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Information to submit a complaint 
 

5. Suggestions were made on how to make information more accessible to people 
with disabilities. Accessible style of language, information provided in a variety of 
formats (e.g., people with hearing loss) could be considered alongside promotion 
through advertisements, posters etc. Attention should be given to groups of people 
who may not be digitally literate and may not have access to the internet or are 
not comfortable with its use. 
 

 
Accessibility of information 
 
6. The members of the group recognised that efficient complaint handling requires 

good guidance, systems, and procedures. Policies should be reviewed and 
updated to reflect best practice. In addition, the Government should ensure that 
all departments across the organisation adhere to the same policies, to deliver a 
consistent experience for customers.  
 

7. Furthermore, emphasis should be given in lesson learning from complaints to drive 
improvement.  

 
Health Services 
 

8. A large part of the discussion focused on challenges that participants have faced 
when accessing health services. 

 
“There doesn’t seem to be a coherent way of providing a complaint. It’s 
hard to find how to submit feedback and complaints.” 
 
“It can take a lot of effort to complain and if this drags out then it means 
that either the complaints won’t get made in the first place or dropped 
as a result.” 
 

 

“Sometimes the surveys and questions are leading. If I don’t know what 
questions are coming next, it means that online forms can be 
challenging.” 
 
“Information can be shared in a confusing way with terms that are 
difficult to understand.” 
 
“Problem is that everything is online and there is a need to be digitally 
literate” 
 
“Need to be able to converse in a language or style that is accessible” 
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9. The appointment system within the Jersey General Hospital has been confusing 

for some participants. Anecdotally, there have been instances of people turning up 
for their appointment to be refused without prior notice. This can be particularly 
frustrating if an appointment is needed. Communication around cancellations and 
appointment bookings is currently lacking and may be the reason for these 
dropouts. 

 

 

“Expect a reasonable adjustment to allow appointments to be scheduled 
to suit a person on an ongoing basis, rather than always needing to 
change and cancel appointments.” 
 
“There can be a knock-on effect of a failed appointment that can create 
bigger problems” 
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Appendix I – Promotion of the consultation 
 
Government website 
 
Press release 1 (10th of March 2025) Islanders asked to give views on dealing with 
complaints about public services 

 
Press release 2 (28th of April 2025) Islanders reminded to give views on dealing with 
complaints about public services  
 
Parish websites 
 

St Martin: Feedback on Public Services Consultation Launched | Parish of St Martin 

 
St Brelade: Feedback on Public Services Consultation | Parish of St Brelade 

 
St Ouen: Public Services Consultation | Parish of St Ouen 

 
Local media 
 

Top story on ITV channel from the 10th to the 11th of March: Watch the latest ITV News 
bulletin from the Channel Islands - Latest From ITV News 

 
Jersey Evening Post Article: Appeal for Islanders' complaints on public service 
complaints - Jersey Evening Post 
 
BBC article: Jersey residents asked for views on official complaints process - BBC 
News 

 
Bailiwick express article : Islanders invited to share views on public service complaints 
system - Bailiwick Express News Jersey 

 
Social media  
 
Government of Jersey Facebook page: 
https://www.facebook.com/share/p/16E2bLJ2HP/ 

 
Assistant Minister for Sustainable Economic Development promoted the consultation 
through posts on her own social media platforms and by email to other States 
Members requested them to do likewise. 
  

https://www.gov.je/news/2025/pages/complaintsaboutpublicservices.aspx
https://www.gov.je/news/2025/pages/complaintsaboutpublicservices.aspx
https://www.gov.je/News/2025/Pages/ComplaintsAboutPublicServicesSurvey.aspx
https://www.gov.je/News/2025/Pages/ComplaintsAboutPublicServicesSurvey.aspx
https://stmartin.je/feedback-on-public-services-consultation-launched/
https://stbrelade.je/feedback-on-public-services-consultation/
https://stouen.je/public-services-consultation/
https://www.itv.com/watch/news/watch-the-latest-itv-news-bulletin-from-the-channel-islands/6vgl79n
https://www.itv.com/watch/news/watch-the-latest-itv-news-bulletin-from-the-channel-islands/6vgl79n
https://jerseyeveningpost.com/news/2025/03/11/appeal-for-islanders-complaints-on-public-service-complaints/
https://jerseyeveningpost.com/news/2025/03/11/appeal-for-islanders-complaints-on-public-service-complaints/
https://www.bbc.co.uk/news/articles/cz9n1zg9pxno
https://www.bbc.co.uk/news/articles/cz9n1zg9pxno
https://www.bailiwickexpress.com/news/islanders-invited-to-share-views-on-public-service-complaints-system/
https://www.bailiwickexpress.com/news/islanders-invited-to-share-views-on-public-service-complaints-system/
https://www.facebook.com/share/p/16E2bLJ2HP/
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Appendix II – Online survey questions 
 
Section 1: Your background 

 
1. Where were you born?  

o Jersey  

o British Isles 

o Republic of Ireland 

o Poland  

o Portugal or Madeira 

o Romania  

o Other European country 

o Elsewhere in the world 

o Prefer not to say 
 
2. Have you lived in Jersey within the last 10 years?  

o Yes 

o No 
 
3. What age group are you in? 

o Under 18 

o 18 to 29 

o 30 to 44 

o 45 to 59 

o 60 to 74 

o 75 or over  

o Prefer not to say  
 
4. Are you?  

o Male 

o Female 

o Prefer not to answer 

o Other (please specify): 
 

 
 

 
 
 



 

53 | P a g e  
 

Section 2: Your expectation of public services 
In this section, the term “public service” is used to refer to any service provided to 
members of the public directly by the Government of Jersey or on behalf of the 
Government of Jersey (e.g. Jersey Sport, Andium Homes, Jersey Electricity). 
 
5. How much do you agree or disagree with the following statements?  
 Strongly 

Agree 
Slightly 
Agree 

Neutral 
Slightly 
Disagree 

Strongly 
Disagree 

The level of service that I 
should receive when 
accessing public services is 
always clear to me. 

o o o o o 

The type of behaviour that 
employees of public 
services should 
demonstrate when dealing 
with members of the public 
is always clear to me. 

o o o o o 

All public services should 
provide clear information 
on the level of service that 
members of the public 
should expect from them. 

o o o o o 

All public services should 
provide clear information 
on the type of behaviour 
that their employees should 
demonstrate when dealing 
with members of the public. 

o o o o o 

All public services should 
publish clear information on 
how a complaint will be 
handled, by who and by 
when. 

o o o o o 

All public services should 
provide clear information 
on who a complaint can be 
taken to for review if the 
complainant is not satisfied 
with the outcome of their 
complaint. 

o o o o o 

 
6. If applicable, do you have any examples of public services that haven’t provided 

this information? 
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Section 3: Making a complaint about public services in Jersey 
 
7. Have you ever complained about a public service? 

o Yes 

o No 
If “yes” go to Q8 
If “no” go to Q9 
 
8. Have you submitted a complaint to a public service within the last 5 years? 

o Yes  

o No  
If “yes” go to Q11 
If “no” go to Q28 
 
9. Have you considered submitting a complaint against a public service and not done 

so? 

o Yes  

o No  
If “yes” go to Q10 
If “no” go to Q28 
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10. If yes, why didn’t you submit your complaint? Tick all that apply 

☐ I was concerned my complaint wouldn’t be taken seriously 

☐ I did not want to distress the person or team with my complaint 

☐ I did not know how to complain 

☐ I did not understand the complaint process 

☐ I did not have enough time 

☐ I was afraid of retaliation 

☐ I felt that nothing would change 

☐ Other (please specify): 

 

Go to Q28 
 
 

 
11. List the public service(s) that you complained against: 
 

 
12. How easy was it to find information on how to submit a complaint?  

o Very Easy 

o Easy 

o Moderate 

o Difficult 

o Very Difficult 
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Section 4: Processing your complaint 
The questions in this section are designed to help us understand your experience after 
the public service received your complaint. 
 
13. How long did it take for the public service to let you know they will investigate your 

complaint?  

o Less than a week 

o 1 to 2 weeks 

o 3 to 4 weeks 

o More than a month 

o I never received acknowledgment 
 
14. Were you informed of the process to resolve your complaint, including who would 

do what and by when?  

o I received detailed information on the process 

o I received information on the process but no details on who would do what and by 
when 

o I did not receive any information on the process 
 
15. Were you kept informed about the status of your complaint? 

o Yes 

o No 

o Not applicable 
 
16. Did you feel your complaint was taken seriously? 

o Yes 

o No  
If “yes” go to Q18 
If “no” go to Q17 
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17. If not, why did you feel that your complaint was not taken seriously? Tick all that 

apply 

☐ My complaint was never acknowledged 

☐ I did not feel listened to 

☐ I was not kept informed or updated on the progress of my complaint 

☐ I did not receive a response to my complaint in the expected timeframe 

☐ I did not know who was dealing with my complaint 

☐ Other (please specify): 

 
18. Is there anything that could have been done better to improve your experience 

during the handling of your complaint? If so, please provide details below. 
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Section 5: The outcome of your complaint 
We are asking these questions to understand if you were satisfied with the outcome 
of your complaint. If you were not satisfied, we would like to know if you sought help 
from an independent complaint reviewer. 
19.  Please tell us how satisfied you were with the complaints process. 

 
Very 
Satisfied 

Satisfied Neutral Dissatisfied 
Very 
Dissatisfied 

How satisfied were you 
that you felt listened to 
throughout the 
complaint process? 

o o o o o 

How satisfied were you 
that your complaint was 
dealt with in a timely 
manner? 

o o o o o 

How satisfied were you 
that the outcome of your 
complaint was fully 
explained? 

o o o o o 

How satisfied were you 
that all areas of your 
complaint were 
addressed? 

o o o o o 

How satisfied were you 
with the outcome of your 
complaint? 

o o o o o 

Taking everything into 
account, how satisfied 
were you with the 
handling of your 
complaint? 

o o o o o 

20. If you were not satisfied overall, did you apply to the States of Jersey Complaints 
Panel to have your complaint reviewed? 

o Yes  

o No  

o I did not know I could have my complaint reviewed by the States of Jersey 
Complaints Panel 

o Not applicable 
If “yes” go to Q23 
For any other answer go to Q21 

 
21. Did you use an alternative way to seek resolution of your complaint?  

o Yes  

o No  

o Not applicable 
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If “yes” go to Q22 
If “no” or “Not applicable” go to Q28 

 
22. If yes, who did you escalate your complaint to? 

o A States Member 

o A Tribunal 

o The Royal Court 

o Jersey Care Commission 

o Jersey Police Complaints Authority 

o Jersey Safeguarding Partnership Board 

o Jersey Office of the Information Commissioner 

o Commissioner for Standards 

o Legal advisor 

o Other (please specify): 
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Section 6: Final stage complaint handling 
The following information is provided to help you answer further questions on how you 
would prefer an unresolved complaint to be reviewed by an independent complaint 
reviewer.  
Examples of existing independent complaint reviewers that you may have 
encountered are the: 
- States of Jersey Complaints Panel 
- Channel Islands Financial Services Ombudsman 
- Commissioner for Standards 
- Office of the Information Commissioner 
- Tribunals 
- Police Complaints Authority.  
Different ways independent complaint reviewers may consider complaints are: 

− Informal resolution: The complaint reviewer tries to help both parties privately 
agree a way forward through discussion without offering any formal assessment of 
who is right or wrong.  

− Mediation: Both parties privately negotiate to find a solution with the assistance of 
an independent third party. The complaint reviewer does not provide advice and 
only helps the parties through the mediation process. 

− Adjudication: The reviewer looks at written information provided by the parties and 
holds a formal hearing to determine the facts of a complaint. The hearing can be 
held publicly or privately. They produced a report which recommends whether the 
complaint should be upheld and the most appropriate response to it. 

− Investigative dispute resolution: The complaint reviewer gathers details about the 
complaint and assesses it privately. They produce a report on the validity of the 
complaint and the most appropriate response to it. 

We are asking these questions to understand your views on independent complaint 
reviewers. 
23. Which process did the complaint reviewer use to review your complaint? 

o Informal resolution 

o Mediation 

o Adjudication (private hearing) 

o Adjudication (public hearing) 

o Investigative dispute resolution 

o Other (please specify): 
 

 
24. Were you satisfied with the quality of the method used by the complaint reviewer 

to review your complaint? 

o Yes  

o No  
 
25. Were you satisfied with all aspects of the method used by the complaint reviewer 

to review your complaint? 

o Yes 

o No 
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If “yes” go to Q26 
If “no” go to Q27  
 
26. If yes, please describe which aspects you were satisfied with: 
 

Go to Q28 
 
27. If no, please describe which aspects you were not satisfied with: 
 

 
28. Were you aware of the States of Jersey Complaints Panel and its role before taking 

this survey? 

o Yes 

o No 
 

 
29. Please rank in order of your preference the following methods a complaint reviewer 

should use to review a complaint, from 1 (most preferred) to 5 (least preferred). 
Assign a number from 1 to 5 next to each option. 

 

30. Provide a reason for your choice in the previous question: Tick all that apply 

☐ I want to remain anonymous during the process 

☐ I want the opportunity to present details about my complaint in public 

☐ I do not want to present details about my complaint in public 

☐ I want the complaint reviewer to investigate my complaint 

☐ I prefer a non-adversarial resolution process 

☐ Other (please specify): 

 

 

Method Rank 

Informal resolution  

Mediation  

Adjudication (private hearing)  
Adjudication (public hearing)  

Investigative dispute resolution  
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31. Independent complaint reviewers produce a report to present the nature of the 
complaint, their findings, and a set of recommendations to help the public service 
resolve the complaint.  
How much do you agree or disagree with the following statements? 

 Strongly 
Agree 

Slightly 
Agree 

Neutral Slightly 
Disagree 

Strongly 
Disagree 

Any findings or 
recommendations should 
focus only on the resolution 
of the complaint. 

o o o o o 

The recommendations 
should include advice on 
ways to improve the 
service. 

o o o o o 

Final reports should 
maintain the anonymity of 
individuals. 

o o o o o 

The independent complaint 
reviewer should be able to 
investigate complaints 
handling by public services 
and recommend 
improvements to public 
service complaints 
handling separately from 
reviews of individual 
complaints. 

o o o o o 

 
32. Do you consent for your comments to be quoted in our consultation feedback report 

and other publications? Any comments used in the feedback report or other 
publications will be anonymised.  

o Yes  

o No  
 
END OF SURVEY 
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Appendix III – Written submissions from organisations 
 
Ombudsman Association 
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66 | P a g e  
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Office of the Clerk of Tynwald – Tynwald Commissioner for Administration 
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Jersey Care Commission 
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Comptroller and Auditor General 
 

I am writing to provide some observations relevant to the above consultation. 
My predecessor in her Thinkpiece on Governance published in December 2019 made 
the following observations: 
Establishing effective mechanisms for receiving, considering and resolving complaints 
from the public, staff and other stakeholders promotes a learning culture, reinforces a 
commitment to ethical behaviour and facilitates continuous improvement. Effective 
arrangements include:  
• appropriate protection for ‘whistleblowers’ so that staff, contractors and service users 
can raise concerns in good faith without fear of recrimination; and  
• an element of genuine independence so that, where complaints cannot be resolved 
by the Government of Jersey or another element of the public service, there is a non-
adversarial mechanism for resolution.  
I have previously highlighted the need for:  
• improvements in the handling of complaints in my reports on Community and Social 
Services (December 2015), Governance arrangements for Health and Social Care 
(September 2018), and Community and Social Services for Adults and Older Adults: 
Follow-up (April 2019); and  
• enhanced arrangements for whistleblowing in my report on Community and Social 
Services (December 2015). I recognised the improvements made in this areas in my 
report on the Role and Operation of the States Employment Board (March 2019).  
In many jurisdictions Ombudsmen independent of government investigate complaints 
about poor administration of public services, with wide powers to report publicly. In 
some their remit is wider, allowing investigations on their own initiative and review of 
internal complaints handling processes.  
I welcome the in principle decision of the States Assembly in March 2018 to establish 
a Public Services Ombudsman for Jersey, the subsequent research by the Jersey Law 
Commission and the consultation paper issued on behalf of the Chief Minister earlier 
this year.  
In my view, establishment of a Public Services Ombudsman, with wide powers 
reflecting modern legislation in other jurisdictions, sends an important message about 
transparent, accountable services that embrace feedback and a commitment to 
improve.  
Since 2020 I have published two reports on the Handling and Learning from 
Complaints. I have provided links to these below: 
Handling and learning from complaints | Jersey Audit Office 
Handling and Learning from Complaints - Follow up | Jersey Audit Office 
If you require more information or would like to discuss any of these publications in 
more detail, please do not hesitate to contact me. 
Regards 
Lynn 
  

https://www.jerseyauditoffice.je/audits/handling-and-learning-from-complaints/
https://www.jerseyauditoffice.je/audits/handling-and-learning-from-complaints-follow-up-2/
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Jersey Advisory and Conciliation Service  
 

Good Afternoon 
I am limited in my capacity to respond to this consultation therefore, I have used copy 
and paste on the 4 specific questions you raised (see below) and annotated in blue 
font my responses. 
1. The type of methods (informal resolution, mediation, adjudication, investigation) 

that an independent complaint reviewer should use to provide an effective final 
complaint handling service to islanders. All of these, but not necessarily sequential 
i.e. depending on the nature of the complaint and the complainants requested 
method (if they have one). 

2. Whether the recommendations produced by the independent complaint reviewer 
should only focus on resolving the complaint itself or should also include advice on 
service improvement. This would depend on the complaint in the first instance and 
the relevance of moving outside of the complaint. It may not always be about 
service improvement but the option of a recommendation for improvement should 
be available. Certainly, the Terms of Reference issued to an investigator needs to 
be clear from the start as to whether service improvement recommendations 
should be reported upon. The important factor here is ensuring the investigator 
does not step outside of the Terms of Reference that have been agreed – this will 
only prolong an investigation and may mean that a service is being singled out. 

3. Whether final reports should maintain the complainant’s anonymity or the 
complainant’s name should be included. In order to maintain both credibility and to 
be assured that complaints will be brought forward anonymity may better to be 
preserved. However there maybe a need to build a review period in so that this can 
be looked at once established so that you do not have ‘serial’ complainants whose 
allegations may be vexatious and/or malicious. 

4. Whether final reports should be available in the public domain. Yes, just as 
judgments are in the public domain final reports should be this may will ensure a 
level of accountability, especially if reporting on service improvements. 

 
Many thanks. 
Best wishes 
Patricia Rowan 
Director 
JACS: 
3rd Floor, 1 Seale Street, St Helier 
JE2 3QG 
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Citizen’s Advice Bureau  
 
Hello, 
 
Please see below our response to the below consultation. 
Feedback on Public Services Consultation 
  
Within our database at CAJ, client cases relating to complaints about public 
services are not recorded as a specific category. Such cases would be recorded & 
included within our core enquiry categories for example, housing, health, 
consumer, tax etc. Although we assist clients to make complaints to public services, 
we are not always made aware of the final outcome.  
 
However, please see below our general views on the “Feedback on Public Services 
Consultation Paper”. 
 
From the cases covered in the States of Jersey Complaints Panel Report for 2023 
(link below) we see that complaints have been raised with them against a range of 
Government Departments. The reported status of the complaints show that some 
have been resolved informally, some upheld & decision reversed, some paused & 
some closed where the complaint has been upheld. This process appears to 
operate as an informal ombudsman service.   
https://statesassembly.je/getmedia/b929c34e-8557-4b28-9c71-f063e001b0bd/R-
86-2024.pdf?ext=.pdf 
We note the potential for introducing a formal Public Services Ombudsman to 
handle complaints against public services at a final stage. If this post is introduced, 
we assume that it will replace the complaint handling functions currently provided 
by some parties including the States of Jersey Complaints Panel, the Royal Court, 
or a Tribunal. 
 
One observation we have is that when a complaint handling process is to be dealt 
with via the Royal Court, costs involved can deter action by a complainant.  
  
1.We feel that in the interests of the complainant and public services providers, an 
independent complaint reviewer (ICR) should be able to use any of the methods 
available such as investigation, informal resolution, mediation, or adjudication (as 
a last resort). 
2.We suggest that the recommendations produced by the ICR in a complaint 
should not only focus on resolving the complaint itself but include advice on service 
improvement if appropriate. 
3.Final reports should maintain the complainant’s anonymity unless he/she 
provides an authority for identity to be divulged. 
4.Final reports could be available in the public domain unless the circumstances of 
the case would lead to the complainant’s identity becoming known against their 
wish.  
 
Kind regards, 
 
Lynda Taylor 
Research & Campaigns Coordinator  

https://statesassembly.je/getmedia/b929c34e-8557-4b28-9c71-f063e001b0bd/R-86-2024.pdf?ext=.pdf
https://statesassembly.je/getmedia/b929c34e-8557-4b28-9c71-f063e001b0bd/R-86-2024.pdf?ext=.pdf
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Jersey Law Society 
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