
Governance & Audit Committee –  
Corporate Complaints – 19th July 2022



Background
• Terms of reference of the Committee is to “review and assess the authority’s ability to handle 

complaints effectively”.

• Annual report details the Council’s performance when handling complaints and is data-driven 
(though contains some analysis on what we do to learn from complaints).

• Please note this is a draft report and has not been shared with appropriate cabinet member.

• The number of complaints received by Cardiff Council during 2021/22 is 3,633.
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Response times

• Cardiff Council’s Corporate Complaints Policy states that we will aim to respond to complaints 
within 20 working days.

• If we are not able to respond to complaints within this time, we need to let complainants know 
about this and when they can expect to receive a response. 

• During 2021/22, of the 3,633 complaints recorded by Cardiff Council, 2,304 (63.4%) received a 
response within 20 working days. 

• A further 1,233 (33.8%) received a complaint after 20 working days but within 3 months. 

  Total complaints closed within timescales Complaint outcome

20 working 
days

After 20 working 
days but within 3 

months

After 3 months but 
within 6 months

After 6 
months

Upheld Not upheld

Cardiff Council 2304 1228 83 18 2622* 963*

*Complaints outcomes total 3,585. Figures for some areas are tbc.  



Background

• If a complainant remains dissatisfied, they are able to approach the Ombudsman to assess 
whether there is any evidence of service failure or maladministration not identified by the Council.

• The number of complaint outcomes recorded by the Ombudsman (about Cardiff Council) during 
2021/22 is 159. Of the 159, 114 (71%) were not considered further by the Ombudsman

• Reasons given for this are that it would be: 

ü premature for the Ombudsman to consider – complainants had not yet exhausted the Council’s 
complaints process

ü out of the Ombudsman’s jurisdiction
ü No evidence of service failure or maladministration by the Council / the Ombudsman was satisfied 

with Cardiff Council’s complaint handling for the complaint. 



Background

• This leaves 45 complaints that were considered further by the Ombudsman.  

• We can extrapolate that of the 3,633 complaints originally made to Cardiff Council during 2020/21, 
just 45 (1.2%) of these ended up being considered by the Ombudsman. 

• This small number reflects well on how Cardiff Council handles complaints. 

• Of the 45 complaints remaining, the Council was able to reach an ‘early resolution settlement’ with 
39 of these – this involves either an apology and/or time and trouble payment, commitment to 
improving a process

• Terms of reference of the Committee is to “review and assess the authority’s ability to handle 
complaints effectively” – the following presentation will detail how we currently handle complaints. 



Complaints process

“A good complaints process 
doesn’t produce fewer 
complaints, it produces better 
public services”
                                             

                                   The Public Service Ombudsman for Wales 



Current Assurances – what do we do well?  

Effective Complaints Handling Procedure- our policy has 
been approved by the Public Services Ombudsman for 
Wales and is based on the Ombudsman’s model policy 
(Public Services Ombudsman (Wales) Act 2019)

Regular Engagement–the Corporate Complaints Team are in 
weekly contact with Council complaints contacts to provide 
advice and support and also facilitate a quarterly meeting to 
discuss any key issues, share good practice and to capture 
any lessons that can be learned to inform service 
improvement.

Supporting documentation- a library of 
supporting documents have been introduced to 
assist complaints officers in terms of how to 
handle complaints. These documents have 
resulted in an increased consistency of approach 
and greater efficiency.

Training – all complaints officers have attended training 
directly from the Ombudsman. We have since developed a 
bespoke training package in conjunction with the 
Ombudsman specifically for Council officers (more to 
follow). 

Transparent Reporting- we publish data annually in the 
Council’s Annual Complaints Report and provide data quarterly 
to the Ombudsman, who publishes it on her website. 

Confidence in current figures – Corporate 
Complaints met with the Ombudsman’s Head of 
Complaints Standards who expressed no 
concerns at Cardiff’s figures, stating that they 
“reflected a solid foundation of accepting, 
recording and responding to complaints. “

New teams – During 2021/22, we have created 
three specialist complaints teams - Adults, Childrens, and 
Corporate team. Key responsibilities include supporting 
with the day to day management of complaint handling 
and resolving complaints. Assisting with monthly 
reporting and quality assurance. 



Challenges
Though we recognise the excellent work done across the Council when dealing with complaints, there remain challenges:

Lack of corporate oversight

• No corporate oversight of the current complaint stages

• No single system to handle complaints

• Inconsistent recording of information

• Time-consuming to collect council-wide data

• Inefficient processes with multiple handovers, double keying of information and duplication of work

• Negatively impacts the timeliness, ability to meet SLA’s, consistency, and quality of responses

• An inability to effectively monitor performance and conduct any trend/root cause analysis

• Difficult to monitor repeat / vexatious complainants

• Inconsistent recording of compliments



New system - Project aim

The project aim is to create and embed a centralised, streamlined 
approach to the management of complaints and cabinet 
correspondences. This will improve the handling process, increase 
efficiency and provide corporate oversight of the complaints, 
compliments and member/cabinet enquiries across the organisation.

Complaints, Compliments & Member/Cabinet Enquiries 



Project – what is the added value?

Exploring a possible new system
We explored current mechanics and needs and then went 
through a robust process in terms of assessing prospective 

systems against those needs. Committee has had that analysis 
and we draw your attention to the contract information and 

specification previously provided. 

Corporate commitment and engagement
There has been excellent engagement at all levels and we have 
engaged with key stakeholders –at officer level and those who 

will be dealing with complaints, also at Senior Management 
level. The Chief Executive has had good oversight of the project 

and provided strong leadership.

 Corporate oversight
There is room for a corporate oversight team who will be 
able to have full visibility, “shine a light” and see what is 
operating effectively

 Improved performance against corporate KPIs and 
statutory regulations

 Improved compliance with statutory regulations, GDPR 
and Ombudsman reporting

 Improved compliance with information security and 
governance policy and procedures

 Increased productivity
 Improved customer satisfaction
 Improved audit performance



What things look like moving forward – real-time data



What things look like moving forward – customisable worklist



What things look like moving forward – search function



What things look like moving forward – logging a ticket



What things look like moving forward – comprehensive reporting



What things look like moving forward – future assurance

Get the 
culture right

Provide 
appropriate 

training

Monitor 
complaints

Report on 
performance



Next steps

August

September

October

Annual Complaints Report 2021/22
ü Present to SMT
ü SMT Agenda Conference
ü Cabinet

Corporate Complaints Co-ordinators Meeting

Quarterly Report & Submission of Complaints Data (for Quarter 2)  to Public Services Ombudsman 
for Wales

 
Soft launch of Council-wide Complaints, Compliments & 
Member/Cabinet Enquiries system

November  
All-Wales Corporate Complaints Workshop



Next steps

December

January

February

 
Corporate Complaints Co-ordinators Meeting

 
All-Wales Corporate Complaints Workshop

Quarterly Report & Submission of Complaints Data (Quarter 3) to Public Services Ombudsman for 
Wales

 Half-Yearly Complaints Report
ü Informal Cabinet

March  
Public Services Ombudsman for Wales Sounding Board


