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Introduction

We are writing our new corporate strategy. The strategy will focus on three important aims:  
1. having the biggest possible impact on public services
2. improving user experience 
3. raising awareness of our service among those that need it. 

We have briefly set out what we plan to do to achieve these aims. We want to know what you think about these plans.  

Complete this short survey to share your views. Please answer all questions. 



	
Sending us your questionnaire.

When you have finished the questionnaire, you can either:
· Send a hard copy by post to Strategy Team, PHSO, Citygate, 51 Mosley St, Manchester, M2 3HQ.
· Send an electronic version of it to researchteam@ombudsman.org.uk

Please send your finished questionnaire so that it reaches us by Monday 20 October 2025.





Section 1: Having the biggest possible impact on public services

We want our work to have the biggest possible impact on improving public services. This includes:
· helping to reduce repeat failings in public services
· improving the recommendations we make to organisations we investigate
· helping to reduce the pressure on public services.  

We will do this by:
· focusing our resources on cases where we are likely to make the biggest difference to public services 
· working with organisations we investigate to improve the recommendations we make
· tracking an organisation’s progress on actioning recommendations we make
· building better relationships with government and Parliament and working with other organisations like us.  

Question: To what extent would you agree or disagree with the following statement? Investigating issues that are in the wider public interest or that affect large groups of people will allow us to have the biggest impact on improving public services.

	 
	Click or tick below

	Strongly agree

	☐
	Agree

	☐
	Neither agree nor disagree

	☐
	Disagree
	☐
	Strongly disagree
	☐


Question: Please explain your choice.
	Write or type your answer here …














Question: Do you think our plans will help improve public services or is there more we can do?
	Write or type your answer here …














Question: Can you see any problems with our plans? If so, what do we need to consider?
	Write or type your answer here …
















Section 2: Improving user experience  

We want to give people an exceptional user experience. This includes: 
· allowing you to track your complaint 
· making our service more user-friendly
· reducing wait times 
· improving how we communicate with you. 

We will do this by: 
· creating an online portal for organisations we investigate and people who bring complaints to us   
· making improvements to our digital service so it is easier to use
· making digital improvements to help with quicker decision making 
· giving you more ways to contact us and providing real-time updates on cases. 

Question: Do you think our plans will improve people’s experience when using our service or is there more we can do? 
	Write or type your answer here …















Question: Can you see any problems with our plans? If so, what do we need to consider? 
	Write or type your answer here …














Section 3: Raising awareness of our service among those that need it

We want to raise awareness of our service for people who need it. This includes:
· making sure more people know about our service, what we are most focused on, the impact of our work and how we can help them
· reaching groups of people who do not currently use our service but should be. 

We will do this by:
· improving our strategic communications approach 
· improving signposting to our service
· working with advocacy groups and MPs to reach people who should be using our service.


Question: Do you think our plans will raise awareness of our service or is there more we can do?
	Write or type your answer here …















Question: Can you see any problems with our plans? If so, what do we need to consider? 
	Write or type your answer here …
















Question: Who are you giving this feedback as?

	 
	Click or tick below

	Member of the public 
	☐
	NHS staff – senior management 
	☐
	NHS staff – complaints team 
	☐
	NHS staff – other 
	☐
	Government staff – senior management 
	☐
	Government staff – complaints team
	☐
	Government staff – other
	☐
	Third sector – advocacy service/advice service
	☐
	Other
	☐
	Prefer not to say 
	☐


Question: If ‘other’ ticked above, please give further details.
	Write or type your answer here …














	
What to do next.

When you have finished the questionnaire, you can either:
· Send a hard copy by post to Strategy Team, PHSO, Citygate, 51 Mosley St, Manchester, M2 3HQ.
· Send an electronic version of it to researchteam@ombudsman.org.uk

Please send your finished questionnaire so that it reaches us by Monday 20 October 2025.
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