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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, a copy of which is attached 
as Appendix 1. 

 

2.0 RECOMMENDATION that 
 
2.1 The contents of the report be noted. 
 
 

3.0 INTRODUCTION AND BACKGROUND 
 
3.1 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. 
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3.2 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. 

 
3.3 The Annual Social Services Complaints, Representations and Compliments Report 

for 2019/20 sets out the Departments performance in relation to how it has dealt with 
the complaints, representations and compliments it has received. 

 
3.4 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. 
 
3.5 The Social Services Complaints Procedure (Wales) Regulations 2014 and the 

Representations Procedure (Wales) Regulations 2014 guidelines for complaints, 
representations and compliments by Local Authority Social Services were introduced 
in August 2014.  The regulations introduced a new two stage process and brought 
the Social Services procedures in line with the Corporate “Model Concerns and 
Complaints Policy and Guidance”. 

 
3.6 The regulations aim to provide streamline complaints arrangements across the 

public sector and focus on an initial local resolution where the expectation is that the 
significant majority of complaints would be resolved. 

 

4.0 WHERE WE WERE  
 
4.1 The annual report for 2018/19 showed that in total we received 98 complaints. 
 
4.2 The table below details the complaints that were received in 2018/19 for Children’s 

and Adult services across the two stages of the complaints process. 
 

Service Area Stage 1 Stage 2 Total 

Adult Services 44 1 45 

Children’s Services  52 1 53 

Total 96 2 98 

 
 
 
 
 
 
 
 
 
 
 



5.0 WHERE WE ARE NOW  
 
5.1 The annual report for 2019/20 showed that in total we received 108 complaints. 
 
5.2 The table below details the complaints that were received in 2019/20 for Children’s 

and Adult services across all stages of the complaints process. 
 

Service Area Stage 1 Stage 2 Total 

Adult Services 35 2 37 

Children’s Services  68 3 71 

Total 103 5 108 

 
5.3 There was an increase of 10 in the total number of complaints received between 

2018/19 and 2019/20. 
 
5.4 For comparison purposes the number of complaints received over the last four years 

are as follows: 
 

Service Area 
 

2019/2020 2018/2019 2017/2018 2016/2017 

Adult Services 
 

37 45 34 29 

Children’s Services 
 

71 53 44 39 

Total 
 

108 98 78 68 

 

6.0 WHERE WE WANT TO BE  
 
6.1 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. 

 
6.2 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. 

 
6.3 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. 



 
6.4 Our emphasis at all stages is focused on achieving satisfactory resolution of matters 

rather than upholding or not upholding complaints.   
 
6.5 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 recognised, while others not agreed.  

 
6.6 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. 

 

7.0 WHAT WE NEED TO DO NEXT  
 
7.1 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.  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. 

 
7.2 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. 

 
7.3 Timescales will be continued to be monitored to improve and promote adherence to 

statutory legislation and increase the timeliness of responses at stage one. 
 
7.4 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. 

 
7.5 Like all other Councils in Wales Merthyr Tydfil County Borough Council 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. 

 
 



7.6 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.  

 

8.0 CONTRIBUTION TO WELLBEING OBJECTIVES 
 
8.1 This report contributes to all four of our well-

being objectives (set out in the table below) by 
supporting the Council to address complaints 
and continuously improve how our services are 
delivered.  This is particularly the case to the 
Best Start and Living Well objectives.  This in 
turn supports how the Council delivers against 
regional and national goals. 

 
 
 
 
 

 

Well-being Theme Objective 

Best Start 

 

Children and young people get the best start to life and are equipped with the skills they 
need to be successful learners and confident individuals. 

Working Life 

 

People feel supported to develop the skills required to meet the needs of businesses, with a 
developing, safe infrastructure which makes Merthyr Tydfil an attractive destination. 

Environmental 

 Well-being 

Communities protect, enhance, and promote our environment and countryside. 

Living Well 

 

People are empowered to live independently within their communities, where they are safe 
and enjoy good physical and mental health. 

 
 

9.0 FINANCIAL IMPLICATIONS 
 
9.1 There are no financial implications associated with this report. 
 
 
 
 
 
 
 



10.0 INTEGRATED IMPACT ASSESSMENT 
 
10.1 

 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. 
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Introduction & Background 
Councils are required by to produce an Annual Report regarding 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 2019 to March 

2020.  

 

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. 

 

Publicising the Procedure 

The representation and complaints procedure is widely publicised generally and specifically to people that use our services.  It 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; and 

 Challenge decisions. 
 

Aims 

The Aim of the Procedure 

The aim is for our representation and complaints procedure to secure a better service for all the people using social care services and it 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 Strong problem solving element; 

 Operated without prejudice or discrimination; and 

 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. 

 

Our Team Aim 

A key aim of the MTCBC Compliments and Complaints Team is limit the number of stage 1 complaints that escalate to stage 2.  
However, considering the sustainable development principle set out in the Well-being of Future Generations (Wales) Act 2015, 
we aim to support the service to prevent complaints happening in the first place.   
 
 
 
 

The Process 

Receipt of all the complaints received are required to be acknowledged within the statutory timescale of two working days.  In some cases, 

issues raised fall outside the responsibility of Social Services and in these instances, the Complaints Officer liaises with the appropriate Service 

Area or Agency.  

 
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 discussion about the issues they have raised and this can either be done by telephone or face to 
face 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.  
 

As stated in our Complaints Policy, a complaint will not escalate to formal investigation until both the Council and the complainant agree on 

what is to be investigated.   
 
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. 



Categorisation 

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. 



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

 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. 
 

 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. 

 
 
 
 
 
 
 
 
 
 
 
 



It was identified in the Scrutiny meeting of the 12th March 2019 there was a requirement for more detailed information i.e. theme 

of complaints and service areas.  We have created a new form for collating the complaints data in order to provide this more detailed 
information.  Below is a list of the most common issues raised by complainants 
 
We have expanded on the above categories in order to provide a more detailed report and insight of the themes within the complaints 
received.   
 
 

Theme 

Change in call times / Missed Calls (Homecare) 

Failure to comply with policies 

Failure to provide a service 

Financial issues 

Information Governance 

Issues around adaptations 

Lack of information/communication 

Medication issues 

Missed Calls 

Outcome of Assessment 

Quality of care 

Quality of service 

Request for assessment 

Staff issues 

Transport (Learning Disability) 

Waiting for assessment 

 
 
 
 
 
 
 



STAGE 1 
Children’s Services 

Upheld Partial Not upheld Inconclusive/withdrawn To be addressed by 
Data Protection 

10 6 43 8 1 

Total   

68  

 
Adults Services 

Upheld Partial Not upheld Inconclusive/withdrawn 

9 5 15 6 

Total  

35 

 
 
STAGE 2 
Children’s Services 

Upheld Partial Not upheld Inconclusive/Withdrawn 

 1 2  

Total  

3 

 
Adults Services 

Upheld Partial Not upheld Inconclusive/Withdrawn 

  2  

Total  

2 

 
 
 
 

 



What does the data tell us? 

Zero complaints were responded to outside the acknowledgement statutory timescale of two days in 2019/20. 

 
Table 1 – 2018/2019 - 2019/20 Data 
 

 
 
 
 
 
 
 
 
 
 

 

 
 
 
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. 

 
 

Year Service Area Stage 1 Stage 2 Total 

2018/19 Adult Services 44 1 45 

2018/19 Children's Services 52 1 53 

2019/20 Adult Services 35 2 37 

2019/20 Children's Services 68 3 71 

  

Total 199 7 206 



Stage One 

In 2019/2020 there were 108 recorded complaints made during the year compared with 98 in the previous year.   

There was a decrease in stage one complaints in Adult Services (35 in 2019/20 compared to 44 in 2018/2019).   

There was an increase in stage one complaints in Children’s Services (68 in 2019/20 compared to 52 in 2017/2018). 

 

The new Complaints Regulations and Guidance sets an expectation that complainants will be offered a face to face 

meeting wherever deemed appropriate as a means to resolving their complaint.   

This has continued to be effective in resolving complaints at a local level and has resulted in more positive outcomes for 

complainants and their on-going relationship with the service. 
 

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 Council decides that the person has sufficient interest to warrant consideration. 

 

Over the past year the Complaints Team has focused in supporting service areas by answering concerns and complaints at 
the first point of contact with parents/guardians.   

 

This has successfully reduced the number of complaints that have progressed to stage one of the complaints process.   
 

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 2 complaint for Adult Services and 3 complaint for Children’s Services that have been 

dealt with at stage two.  There continues to be a low ratio in complaints escalating from stage 1 to stage this 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 one process. 

 

2019/2020 there were 5 stage two complaints. 
The number of stage two complaints for Adult Services was 2 and for Children’s Services 3. 
However, there was a decrease of stage 2 with 3 compared to 4 in the previous year.  

  



There was an increase in stage two complaints for Children’s Services however the percentage of complaints escalating 
remains very low.   
Of the 68 complaints received in Children’s Services, 3 progressed to Stage two complaints.   

 

As stated in our Complaints Policy, a complaint will not escalate to formal investigation until both the Council and the complainant agree on 

what is to be investigated.   
 

Continuous Improvement 

It was identified in the Scrutiny meeting of the 12th March 2019 there was a requirement for more detailed information i.e. theme 

of complaints and service areas.  We have created a new form for collating the complaints data in order to provide this more detailed 

information.  Below is a list of the most common issues raised by complainants. 

 

Adult Services Theme Children’s Services 

 Complaint Discontinued 4 

 Change in call times / Missed Calls (Homecare)  

1 Failure to comply with policies  

14 Failure to provide a service 1 

13 Financial issues 2 

 Information Governance 1 

1 Issues around adaptations  

1 Lack of information/communication 23 

 Medication issues  

 Missed Calls  

 Outcome of Assessment 7 

3 Quality of care  

 Quality of service 1 

 Request for assessment 2 

4 Staff issues 29 

 Transport (Learning Disability)  

 Waiting for assessment 1 

37 Total 71 



Complexity 

It should be noted however that the low number of stage two complaints does not reflect the significant time that they demand of the 

complaints department due to the complex and contentious nature of these complaints. 

 

Public Service Ombudsman for Wales 

The Ombudsman now has an appointed person for the Complaints Standards Authority, each quarter the Complaints office provides the 

data to the Ombudsman which they collate and present in an All Wales report.   

 

Habitual / Vexatious Complaints 

During 2019/2020, 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.  We have also limited contact for 

individuals regarding the Merthyr Tydfil County Borough Councils Complaints email address in order to reduce the demands that these 

individuals have placed on certain departments.  Individual’s continued inclusion under the Habitual/Vexatious Complaints Policy is reviewed 

every six months.  

 
Verbal/Written Abuse from Members of the Public 
There has been a significant increase in the verbal and written abuse received from members of the public.  The Council expects its employees 
to be treated with courtesy and respect.  Verbal abuse or aggressive behaviour from members of the public by telephone, face-to-face 
situations, or in writing/email, will not be tolerated.  In the case of written abuse, Managers should respond stating that written abuse is 
unacceptable and that more appropriate language should be used in any future written dealings with the Council and that we ask that they 
refrain from that as we would not want it to detract from the substance of the complaint itself. 
 

Complaint Outcomes 
The emphasis of the complaints process is focused on achieving a satisfactory resolution of matters rather than 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 two complaints are part upheld – some components being agreed while others 

not supported. 

 



Table 3 Adult Services Complaints Outcomes 2018/2019-2019/2020 

 

Service Area & Year Stage Upheld Partial Not 
Upheld 

Inconclusive 
/ withdrawn 

Total 

Adult Services - 2018/19 Stage 1 6 12 25 1 44 

Adult Services - 2018/19 Stage 2 1 0 0 0 1 

Adult Services - 2019/20 Stage 1 9 5 15 6 35 

Adult Services - 2019/20 Stage 2 0 0 2 0 2 

Children's Services - 2018/19 Stage 1 7 12 29 4 52 

Children's Services - 2018/19 Stage 2 0 0 1 0 1 

Children's Services - 2019/20 Stage 1 10 7 43 8 68 

Children's Services - 2019/20 Stage 2 0 1 2 0 3 

  Total 33 37 117 19 206 

 

 
 

 

 

 



Compliments 

It is always important to also hear when people are happy with what we have done.  

A total of 25 compliments and positive comments were formally recorded during 2019/2020.   

 

This is an increase of 11 on the previous year.   

The Complaints Officer held a meeting with Children’s Services staff to advise them of the Complaints process and also encourage 

staff to cascade compliments received on to the Complaints Department. 

 

Compliments received are an equal reflection of individual and team efforts therefore it is imperative that staff and managers pass all 

compliments received to the complaints department in order that they can be recorded. 

 

It is has been encouraging to note there has been an increase in compliments received as they provide valuable information regarding the 

quality of services and identifies where they are working well they also give a balanced reflection of members of the public’s 

perception of our services and staff. 

 

Examples of compliments received during 2019/2020: 

 

Social Services Compliments 2019-2020 

I have just met with XXX School who praised your recent work on the XXX and XXX cases. Particular reference was made to the quality of 
the case chronologies. 
Lovely to hear your hard work being recognised. 
 

I have received a text message from XXX Gran. 
 
“I would just like to thank you for all you are doing for XXX.  I can honestly say it’s only you we have had to help us, and we really 
appreciate all your hard work and help.” 
 

Getting in touch to say how impressed I am with your work.  



Social Services Compliments 2019-2020 

 
Your skills, professionalism and commitment to families shines through and we are very lucky to have you in our team. 
 
I was in a meeting with Dr Munoz recently who was praising your work and described you as ‘exceptional’, and I have to say I agree. 
 

Wanted to let you know that parents told me prior to conference that they had a bad experience with social worker in XXX who they felt 
was judgmental but they said you had restored their faith in social workers as you have been respectful and courteous to them which they 
really appreciated 
 

Our Barrister and the CG and her solicitor have all separately commented on what an impressive witness you were – they say your 
evidence was entirely measured and fair but that you were very clear and covered all of the issues that needed to be put before the court.  
No one could believe that was your first time so well done you! 
 

A social worker called XXX came to see my mother today. My mother doesn't need carers but she needs to ensure her home is safe and 
appropriate to prevent the need for her having to move.  XXX was great and a real credit to MTCBC.  XXX fitted in with me, was able to 
communicate with my mother and get her engaged, was very knowledgeable, had excellent ideas and strategies for keeping independent 
and had the art of persuasion (so necessary with older people ! )  
 

Just had a verbal thank you for everything from XXX daughter who is as we speak on route to XXX Care Home. 
 

Compliment phone call message was from XXX in relation to her father XXX currently on ward  at YCC. 
 

 

 

 

 

 

 



Lessons Learnt 
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 in respect of the way that services are delivered. 

 

Merthyr Tydfil County Borough Council 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: 

 

 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.   

 The Complaints Department will continue to deliver a training programme to both Adults and Children’s Social Services in order that as 
a Local Authority we utilise the correct complaints process.  In addition the Ombudsman Complaints Standards Authority are going to 
provide additional training. 

 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. 

 Complaints Department are currently in discussion with children services to provide general email addresses to provide to members of 
the public in order to reduce the high volume of telephone calls to the departments. 

 The Complaints Department has continued to provide support and advice to managers on complaints handling including writing 
appropriate complaints responses.   

 
 
The Complaints Team are continue to be in discussion with Children’s Services to consider the option of each team having their own email 

address as this would offer an alternative method of communication for parents with the hope that this would reduce the number of 

telephone calls to the departments. 

 

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, 96 of all complaints were resolved at stage one. 

 

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.  

 


