
 
 

Welsh Language Scheme: complaints procedure 
 

Introduction 
 

1. The General Osteopathic Council (GOsC) has adopted the principle that in the conduct of 
public business in Wales we will treat the English and Welsh languages on a basis of 
equality. This scheme sets out how we will give effect to that principle when providing 
services to the public in Wales. 

 
2. Our scheme was approved by the Welsh Language Board on 12 July 2011. 

 

Our services to the public in Wales 
 

3. The services we offer under our Welsh Language Scheme are set out in the scheme. We aim 
to provide an effective and efficient service at all times but we recognise that, on occasion, 
we may fall short of the standards we set ourselves and what other people expect.  

 
4. We are committed to responding swiftly and efficiently to complaints about our service. As 

part of our commitment to improving the service we offer, we will endeavour to find out 
what happened, what may have gone wrong, how we can learn from this and how we will 
deal with similar situations in the future. 

 

Scope 
 

5. This procedure is for dealing with complaints about how we perform the services we provide 
under the Welsh Language Scheme. It is not designed to deal with complaints about the 
scheme itself as the scheme was subjected to a period of consultation and approved by the 
Welsh Language Board.  

 

How to make a complaint 
 

6. Complaints should be submitted in writing, by post or email, and can be submitted in Welsh 
or English. 

 
7. They should be addressed to Margot Pinder at: 

 
The General Osteopathic Council 
Osteopathy House 
176, Tower Bridge Road 
London 
SE1 3LU 

 
email: welshlanguage@osteopathy.org.uk  

http://www.osteopathy.org.uk/uploads/gosc_welsh_language_scheme_july2011.pdf
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8. To help us process your complaint quickly, we ask you to provide the following: 

 A clear description of the complaint and what you would like us to do to sort things out. 
 Your full postal address, telephone number and e-mail address (if you have one). 

 
9. Complaints should be drawn to our attention at the earliest opportunity and within 12 

months of the incident occurring. 
 

What can you expect from us? 
 

10. The GOsC will: 

 Acknowledge receipt of your complaint within five working days. 
 Arrange for the complaint to be fully investigated. 
 Keep you informed of progress. 
 Send a full reply within 21 working days. If this is not possible, we will explain why and 

give you a date by which you can expect a full reply. 
 

What if you are not satisfied with our response? 
 

11. If you are not satisfied with the response you receive, you can ask for the matter to be 
reviewed by the Chair of Council. The Chair is an independently appointed person who 
oversees the governance structure of the GOsC. Please write, indicating why you remain 
dissatisfied with the outcome, to: 
 
Chair of Council 
General Osteopathic Council 
Osteopathy House 
176 Tower Bridge Road 
London 
SE1 3LU 

 
12. On receipt of the letter, the Chair will ensure that we: 

 Acknowledge receipt of your complaint within five working days. 
 Arrange for the complaint to be fully investigated. 
 Keep you informed of progress. 
 Send a full reply within 21 working days. If this is not possible, we will explain why and 

give you a date by which you can expect a full reply. 
 

What if you are not satisfied with the final response from the GOsC? 
 

13. There are no further appeal mechanisms in operation as part of this process. 
 
 
 


