
Civic Centre, Castle Street, 
Merthyr Tydfil    CF47 8AN

Main Tel: 01685 725000 www.merthyr.gov.uk

CABINET - INFORMATION REPORT

To:   Chair, Ladies and Gentlemen

Annual Report Social Services Complaints, 
Representations and Compliments 2017/2018

1.0 SUMMARY OF THE REPORT

1.1 Local Authorities are required by the Social Services Complaints Procedure (Wales) 
Regulations 2014 and the Representations Procedure (Wales) Regulations 2014 to 
produce an Annual Report about the operation of their Social Services Complaints, 
Representations and Compliments policy and procedures.

1.2 This report highlights the key points contained in the Annual Social Services 
Complaints, Representations and Compliments report. 

1.3 The Annual Report on Social Services Complaints, Representations and 
Compliments for 2017/2018 is attached as Appendix 1.

2.0 INTRODUCTION AND BACKGROUND

2.1 Social Services provide support to the most vulnerable people in our community, 
often in very difficult situations, and routinely deliver effective services that make a 
real difference in people’s lives.  Sometimes, however for a variety of reasons, 
people will make a complaint about the service they have received.

2.2 Local Authorities are required by the Social Services Complaints Procedure (Wales) 
Regulations 2014 and the Representations Procedure (Wales) Regulations 2014 to 
produce an Annual Report about the operation of their Social Services Complaints, 
Representations and Compliments policy and procedures.
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2.3 The Annual Social Services Complaints, Representations and Compliments Report 
for 2017/2018 sets out the Department’s performance in relation to how it has dealt 
with the complaints, representations and compliments it has received.

2.4 The report details the number of complaints that were received and dealt with at all 
the available stages of the policy across both children’s and adults’ services.

3.0 ANNUAL REPORT 2017/2018

3.1 The annual report for 2016/2017 showed that in total we received 68 complaints.

3.2 The table below details the complaints that were received in 2016/2017 across 
Children’s and Adult services.

Service Area Stage 1 Stage 2 Total

Adult Services 27 2 29

Children’s Services 38 1 39

Total 65 3 68

3.3 The annual report for 2017/2018 showed that in total we received 78 complaints of 
which 95.6% were resolved at the informal stage.

3.4 The table below details the complaints that were received in 2017/2018 across 
Children’s and Adult services across all stages of the complaints process.

Service Area Stage 1 Stage 2 Total

Adult Services 33 1 34

Children’s Services 42 2 44

Total 75 3 78

3.5 There was an increase of 10 or 14.7% in the total number of complaints received 
between 2016/2017 and 2017/2018. 

3.6 For comparison purposes the number of complaints received over the last three 
years was as follows.

Service Area 2016/2017 2015/2016 2014/2015

Adult Services 29 25 36

Children’s Services 39 39 52

Total 68 64 88



3.7 For a variety of reasons, people will make a complaint about the service they have 
received.  It is important that anyone who makes a complaint about our services has 
a right to be listened to properly with their concerns resolved quickly and effectively.  
In addition, it is important that Local Authorities learn from these complaints and 
where necessary use them to identify where services should be changed and 
improved.

3.8 Every effort is made to resolve matters at a local level with the emphasis on 
achieving successful resolution of complaints.  At stage one the Local Authority 
usually offers to discuss (either face-to-face or by telephone) the matter with the 
complainant within ten working days to attempt to resolve matters.  This approach 
allows for quick and successful resolution of most complaints.

3.9 Complaints received that are progressed to Stage 2 are normally more complex in 
nature and often contain several components of dissatisfaction that need to be 
independently investigated.

3.10 Our emphasis at all stages is focused on achieving satisfactory resolution of matters 
rather than upholding or not upholding complaints.  

3.11 All complaints are unique in their own right and often contain several elements of 
dissatisfaction to be addressed.  This is particularly relevant at the formal stage, 
hence the reason why the majority of stage two complaints are part upheld – some 
components being endorsed, while others not vindicated. 

3.12 Communication issues including failure to respond within appropriate timescales to 
messages and failure to update customers on decision continued to be a theme 
through this reporting period.

3.13 Whilst we do our very best and work hard to resolve complaints within the statutory 
timescales it is however acknowledged that some complaints can be complex, 
sensitive and difficult to resolve and that this is not possible on all occasions.  It is 
important to note that an over emphasis on quick resolution within performance 
indicator timescales could detract from ensuring that full and proper consideration is 
given to complaints and that at times to achieve a successful resolution to the 
complaint it is necessary to take longer to investigate than the set timescales.

3.14 Timescales will continue to be monitored to improve and promote adherence to 
statutory legislation and increase the timeliness of responses at stage one.

3.15 Social Services continue to adopt a positive attitude towards complaints, we continue 
to learn from complaints and view complaints as a valuable form of feedback, which 
assists in the development and improvement of services.  While not all complaints 
are upheld they do, however, provide useful information in respect of the way 
services are delivered.  They provide us with the opinions of our customers and also 
provide opportunities to learn lessons where a service has fallen short of expected 
standards.

3.16 Social Services will continue to provide for the needs of the community, achieving 
the Council’s vision and strategic aims for the future.  The needs of the population 
are changing and we will continue to learn and develop from complaints.  Services 



have continued to experience high levels of demand, reflecting the levels of 
disadvantage and the challenges faced by a significant number of families living in 
the County Borough.  The Social Care Complaints Procedure provides citizens with 
an essential, effective way of communicating their concerns so that levels of 
customer satisfaction can be increased and our services continue to improve. 

4.0 FINANCIAL IMPLICATIONS

4.1 There are no financial implications associated with this report.

5.0 INTEGRATED IMPACT ASSESSMENT

5.1
Positive 
Impacts

Negative 
Impacts

Not 
Applicable 

1. Merthyr Tydfil Well-being 
Objectives 3 of 4 0 of 4 1 of 4

2. Sustainable Development 
Principles - How have you 
considered the five ways of 
working:

 Long term
 Prevention
 Integration
 Collaboration
 Involvement

3 of 5 0 of 5 2 of 5

3. Protected Characteristics 
(including Welsh Language) 2 of 10 0 of 10 8 of 10

4. Biodiversity 0 of 1 0 of 1 1 of 1

Summary:
The main positive impacts are Social Services continues to adopt a positive attitude 
towards complaints, we continue to learn from complaints and view complaints as a 
valuable form of feedback, which assists in the development and improvement of 
services.  While not all complaints are upheld they do, however, provide useful 
information in respect of the way services are delivered.  They provide us with the 
opinions of our customers and also provide opportunities to learn lessons where a 
service has fallen short of expected standards.

There are no negative impacts.

LISA CURTIS JONES
CHIEF OFFICER (SOCIAL SERVICES)

COUNCILLOR CHRIS DAVIES
CABINET MEMBER FOR                

SOCIAL SERVICES



BACKGROUND PAPERS
Title of Document(s) Document(s) Date Document Location

Social Services 
Complaints Policy

10th September 2014 Complaints Office, Civic Centre

Does the report contain any issue that may impact the Council’s 
Constitution? 

No

Consultation has been undertaken with the Corporate Management Team in respect 
of each proposal(s) and recommendation(s) set out in this report. 
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Annual Report 
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INTRODUCTION AND BACKGROUND

Local Authorities are required by regulation to produce an Annual Report about the operation of 
their Social Services Complaint procedures.  This report provides a summary of statistical 
information relating to complaints and representations dealt with during the period April 2017 to 
March 2018. 

Social Services in Merthyr Tydfil adopts a positive attitude towards complaints and views them as a 
valuable form of feedback, which assists in the development and improvement of services. 
Complaints also provide an opportunity to learn lessons where a service has fallen short of an 
expected standard.

The representation and complaints procedure is publicised generally and specifically to people who 
use our services and provides them with an opportunity to:
 Voice their concerns when they are dissatisfied in order that the issue can be rectified to their 

satisfaction, wherever possible;
 Make compliments;
 Suggest improvements;
 Challenge decisions.

The aim is for our representation and complaints procedure to secure a better service for all the 
people using social care services and is underpinned by the following key principles:
 Commitment to providing quality services;
 Accessible and supportive to those with particular needs;
 Prompt and responsive with resolution at the earliest possible opportunity;
 Operated without prejudice or discrimination;
 Adheres to the principle of equal opportunity.

The representation and complaints procedure also provides an opportunity for service users to 
address concerns in relation to independent sector providers where they remain dissatisfied 
following implementation of the agencies own internal complaints procedures.

Receipt of all the complaints received were acknowledged within the statutory timescale (two 
working days).  In some cases the issues raised fell outside the responsibility of the Social Services 
Directorate and in these instances, the Complaints Officer liaises with the appropriate Directorate 
or Agency to ensure that the complaint is dealt with appropriately. 

The Social Services complaints process has two stages: 

Stage One: Local Resolution – The emphasis at this stage of the process is to resolve the complaint 
by means of discussion and problem solving.  The complainant will be offered a dialogue about the 
issues they have raised and this can either be done by telephone or face to face in a meeting in an 
attempt to resolve the issues.  This must be done within 10 working days of the receipt of the 
complaint. Following this discussion and any further investigation that is necessary, a written 
response will be provided within 5 working days.



Stage Two: Formal Consideration – If the complainant remains dissatisfied after completion of 
stage one, they may request that the complaint proceeds to stage two of the process.  This involves 
a formal independent investigation of the complaint with a report being produced by the 
investigating officer appointed to the case.  The timescale for dealing with this stage is 25 working 
days. 

If the complainant remains dissatisfied with the outcome of the stage two investigation, they may 
progress their complaint to the Public Service Ombudsman for Wales.

All Social Services complaints received are recorded into the following categories:-

ANNUAL COUNCIL REPORTING FRAMEWORK (ACRF) MODEL
FOR CATEGORISATION OF COMPLAINTS

1. ACCESS
Lack of information; service delays; waiting lists; access to service; refusal of service.

2. ASSESSMENT
Decision delays; service costs; assessed needs; charging policies; delays in assessment
 The council failing to do something which the customer thinks it should have been done, 

even if it was not actually asked to do it:
o Failure to implement actions agreed in meetings.
o Failure to carry out an agreed / requested assessment.

3. CARE MANAGEMENT AND REVIEW
Removal and reduction of service; child protection; change of staff.
 The council failing to do something which the customer thinks it should have done, even if 

it was not actually asked to do it.
o Failure to implement actions agreed in meetings.
o Failure to carry out an agreed / requested assessment.

 The council doing something that the customer did not want it to do.
o The council making a decision to do something that the customer does want to happen 

in the future (e.g. planned placement changes, withdrawal of a payment facility).

4. RANGE OF SERVICES
Lack of service; identified needs not being met.

5. QUALITY OF SERVICE
Communication issues; not following through what was promised; continuity of care; not 
following procedure and policy; time keeping; failure to respond; breach of confidentiality; 
service quality; timescales; financial; late calls; medication; staff issues; conduct and attitude; 
standards.
 The council has not achieved the standard it says it will provide.
 The Service has not been provided to the standard which the customer thinks is 

reasonable:
o The council is carrying out its duties in an unsatisfactory way.
o Failure to follow council procedures including delayed processing, adherence to 

timescales, agreed workflows and stages.



ANNUAL COUNCIL REPORTING FRAMEWORK (ACRF) MODEL
FOR CATEGORISATION OF COMPLAINTS

 Unacceptable behaviour by staff including rudeness, violence and aggression.
 Poor communication from the department to service user including:

o Failure to respond in appropriate timescales to messages and correspondence – this 
could be specific identification of an individual member of staff or of the team / service 
in general.

o Staff failure to update customer with regard to changes to meetings, appointments etc.
 The council failing to do something which it has been asked to do.
 The council failing to do something which the customer thinks it should have done, even if 

it was not actually asked to do it:
o Failure to implement actions agreed in meetings.
o Failure to implement actions following a previous complaint.
o Failure to carry out an agreed / requested assessment.

6. PROMOTING INDEPENDENCE AND SOCIAL INCLUSION
Discrimination; not being listened to.

Table 1: Overall complaints resolved

Service Area Stage 1 Stage 2 Total
Adult Services 33 1 34
Children’s Services 42 2 44
Total 75 3 78

The above table does not reflect the number of concerns received within the complaints 
department however if the matter is identified as case management and not a complaint we do not 
record these on our system but pass the concerns to the appropriate line manager.

Table 2:  Complaints over the last 2 years

2016/2017
Service Area Stage 1 Stage 2 Total
Adult Services 27 2 29
Children’s Services 38 1 39
Total 65 3 68

2017/2018
Service Area Stage 1 Stage 2 Total

Adult Services 33 1 34
Children’s Services 42 2 44
Total 75 3 78



ADULT SOCIAL SERVICES COMPLAINT – STAGE ONE

Timescale (at the time of reporting) 2017/18
Within 15 working days 18
Over 15 working days 4
Within 20 working days 0
Over 20 working days 0
Ongoing / On hold 11

The stage one ‘start date’ is governed by (a) the date of acknowledgement, (b) the date on which 
an advocate is appointed or (c) where a complaint  is made by ‘other persons’, the date on which 
the Local Authority decides that the person has sufficient interest to warrant consideration.

CHILDREN’S SOCIAL SERVICES COMPLAINT – STAGE ONE

The stage one ‘start date’ is governed by (a) the date of acknowledgement, (b) the date on which 
an advocate is appointed or (c) where a complaint  is made by ‘other persons’, the date on which 
the Local Authority decides that the person has sufficient interest to warrant consideration.

Timescale (at the time of reporting) 2017/18
Within 15 working days 22
Over 15 working days 5
Within 20 working days 0
Over 20 working days 0
Ongoing / On hold 15



ADULT AND CHILDREN’S SOCIAL SERVICES COMPLAINTS – STAGE TWO

The formal complaints received are more complex in nature and often contain several components 
of dissatisfaction to be independently investigated.  During this reporting period, we received three 
complaints which were dealt with at stage 2.  The relatively low numbers in stage 2 complaints is 
due in large part to the Complaints Department being more pro-active in the management of the 
complaints process  through setting up meetings with the Line Manager and complainant within the 
stage 1 process.



COMPLAINT OUTCOMES

The emphasis of the complaints process is focused on achieving a satisfactory resolution of the 
matter rather than on upholding or not upholding complaints.  

All complaints are unique in their own right and often contain several elements of dissatisfaction to 
be addressed.  This is particularly relevant at the formal stage, hence the reason why the majority 
of stage 2 complaints are part upheld – some components being agreed while others not 
supported.

Table 4: Adult Services Complaints Outcomes 2017/18

Not Upheld Part Upheld Upheld Inconclusive Total
Stage 1 19 8 3 3 33
Stage 2 0 1 0 0 1
Total 19 9 3 3 34

Table 5: Children’s Services Complaints Outcomes 2017/18

Not Upheld Part Upheld Upheld Inconclusive Total
Stage 1 20 12 6 4 42
Stage 2 2 0 0 0 2
Total 22 12 6 4 44

COMPLEXITY 

It should be noted however that the low number of stage 2 complaints does not reflect the 
significant time that they demand of the Complaints Department due to the complex and 
contentious nature of these complaints.

HABITUAL / VEXATIOUS COMPLAINANTS

During the year, one individual was subject to restrictions under this policy as a result of their 
behaviour and persistence in pursuing a complaint where the council’s complaint procedure has 
been fully and properly implemented and exhausted.  In addition we also limit contact so 
individuals are directed to the Merthyr Tydfil County Borough Councils Complaints e-mail address in 
order to reduce the demands that these individuals has placed on certain departments.  Individual’s 
continued inclusion under the Habitual/Vexatious Complaints Policy is reviewed every six months. 

LEARNING THE LESSONS

It is crucial that there is learning from complaints at all stages of the procedure, resulting in 
improved services and service delivery, wherever possible.  Complaints provide useful information 
and feedback in respect of the way that services are delivered.



Merthyr Tydfil County Borough Social Services adopts a positive attitude towards complaints, we 
continue to learn from complaints and view complaints as a valuable form of feedback, which 
assists in the development and improvement of services.  While not all complaints are upheld they 
do, however, provide useful information in respect of the way services are delivered.  They 
provided us with the opinions of our customers and also provide opportunities to learn lessons 
where a service has fallen short of expected standards.

Some examples of actions arising from outcomes of investigations of complaints are summarised 
below:- 

 A common theme reported is a lack of information and communication from Social Services 
including failure to respond within appropriate timescales to messages and failure to update 
customers on decisions, delays in assessments, failure to implement agreed actions, and not 
following through what was promised.  Examples also include staff failure to update customers 
with regard to changes to meetings, appointments etc.  

 When the complaint is highly complex the Local Authority needs to ensure that they respond to 
‘scattergun’ complainants with one voice which will prevent the local authority being perceived 
as unable to communicate across departments

 For managers to support staff members who are subjected to inappropriate; abusive and 
aggressive behaviour from their clients and families.  

 Since the Local Authority has adopted the Welsh Government guidance on handling Complaints 
and Representations by Local Authority Social Services the Complaints department has within 
stage 1 of the procedure arranged meetings between the complainants and the managers of 
the relevant departments.  This has significantly reduced the number of complaints escalating 
to stage 2. 

Examples of actions taken on issues raised as a result of a complaint, the Complaints Department 
have:
 When the complaint is identified as being complex and includes a number of departments, 

meetings are held with the Managers of the relevant departments in order to formulate one 
response.

 The Social Workers have a long history of looking out for others but not necessarily claiming the 
success.  Managers are now recognising praise received which will support and encourage the 
Social Worker within their role.

 Social Workers are being involved with the complaint from the onset in order to obtain vital 
knowledge of why the individual felt the need to make a complaint, this has proved to be a far 
more positive outcome which has improved continual relationships between the client and the 
Social Worker.

COMPLIMENTS

It is always important to also hear when people are happy with what we have done. A total of 11 
compliments and positive comments were formally recorded during the year.

Compliments provide valuable information regarding the quality of services identifies where they 
are working well and identifies a balanced reflection of members of the public’s perception of our 
services.



It is imperative that staff and managers pass all compliments received to the complaints 
department in order that they can be recorded.

The Complaints Officer recently held a meeting with Children’s Services staff to advise them of the 
Complaints process and also encourage staff to pass on compliments received to the Complaints 
Department.

Examples of compliments received during the year:

Comment:
I thought you should let you know what a wonderful piece of focused intervention from XXX which 
led to the child’s name being removed from the CPR earlier to-day.
I just wanted to say it has been a pleasure working with you over the last year.  You have been an 
amazing social worker for the young man we have been working with.  It is clear you are hugely 
committee to your role and you continue to show dedication, motivation and enthusiasm even in 
the most difficult of situations.  
You’ve been brilliant communicating with all members of the core group and I must say that the 
amount of detail that you out in your emails is very impressive!  Throughout the year I always felt 
that everyone knew what was happening with this case.
Just a quick email to thank XXX for the work she undertook over the weekend.  She kindly offered 
support to XXX looking after XXX.  Carers commented today that XXX had a lovely way with XXX 
and playing with her for hours – which XXX loved as XXX can be unpredictable, this support was 
very much appreciated by carers.
XXX is a compassionate, caring person whom I respect very much and there are few people that 
receive this accolade from me.
XXX I’ve copied you in as I feel that it’s important that your staff are recognised by myself for their 
work and professionalism with this case.
I have received flowers and chocolates yesterday as a thank you from a client.

CONCLUSION

The Social Care Complaints Procedure provides service users and their advocates with an effective 
way of communicating their concerns so that levels of customer satisfaction can be increased and 
our services continue to improve.

Like all other Councils in Wales we are facing the need to reduce the amount of money we spend. 
However, despite the increasing challenges faced by public services, in general, the number of 
complaints received is relatively small in comparison to the nature of the services provided. Overall, 
75 of all complaints were resolved at stage one.  However, it should be noted, that we need to 
continue to work to improve on the number of stage one complaint’s we resolve within 15 working 
days.  

Social Services continue to provide for the needs of the community, achieving the Council’s vision 
and strategic aims for the future.  The needs of the population are changing and we will continue to 
learn and develop from complaints.  On average, users of our services recognise the support and 
good practice afforded to them and the number of complaints recorded continues to be a very low 
percentage of the total number of people and children of Merthyr Tydfil who are provided with 
services.  



The pressure on social services continues to increase with the numbers of older people rising and 
becoming a larger proportion of the overall population.  This will inevitably result in an increase in 
demand for social services.  Likewise, the demand for services continues to increase for Children’s 
Services.  

Services have continued to experience high levels of demand, reflecting the levels of disadvantage 
and the challenges faced by a significant number of families living in the County Borough.  The 
Social Care Complaints Procedure provides citizens with an essential, effective way of 
communicating their concerns so that levels of customer satisfaction can be increased and our 
services continue to improve.  With the Implementation of the Social Services and Wellbeing 
(Wales) Act in April 2016 the expectations of the people we serve has increased, this will also be in 
the context of continued austerity.  We are therefore likely to continue to see an increase in 
complaints whilst services develop to meet the new level of expectation and austerity measures are 
absorbed. 

 


