
Governance & Audit Committee –  
Corporate Complaints – 29th November 2022



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

complaints effectively”.

• Mid-year report details the Council’s performance when handling complaints. 

• Report is data-driven and gives us, as an authority, an opportunity to “take stock”

• Please note this is a draft report and has not been shared with informal cabinet (due in December)

• The number of complaints received by Cardiff Council during the first six months is 1,348.
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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 the first six months of 2022/23, of the 1,348 complaints recorded by Cardiff Council, 2,304 
(69.4%) received a response within 20 working days. This compares favourably to 2021/22 when 
just 63.4 of complaints received a response within 20 working days. 

• A further 388 (28.8%) complainants received a response 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 935 388 23 2 807 541



Project Manager vacancy

• In September 2022,the Project Manager left the Authority

• Current financial circumstances mean a replacement resource has not yet been made available 

• We have not stood still and work has continued with some of the key highlights to follow:



What things look like moving forward – landing page / Completed! 



What things look like moving forward – helpful information / Completed! 



What things look like moving forward – documents & information / Completed! 



What things look like moving forward – training

• Training content uploaded 

• Videos and tutorials scheduled to be added 



Reporting dashboard – under development 

• Customised reporting dashboards being developed

• Will give “team” view for Managers

• Corporate Team will view “Council wide” and be able to target support 



What things look like moving forward – cabinet pilot

• Cabinet team roll out going well

• Team are working with HALO to ensure system is working optimally

• Some further development work required to ensure that system is ready for roll out 

• Team report “ease” of use of system and remain keen and committed  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Current assurance– key performance indicators

Measure Target

Acknowledgment - Percentage of complaints that are 
acknowledged within 5 working days of receipt

90%

Full response - Percentage of complaints that are responded to in 
full within 20 working days of receipt

75%

Quality – Percentage of randomly-sampled complaint responses 
rated Very Good or above

80%

Ombudsman - Percentage of Ombudsman requests for information 
responded to within 1 week 

90%

Learning from complaints – 10% of complaint responses to 
demonstrate learning from complaints

10%

Key Performance Indicators (once ratified 
by Halo Board)



Going forward

• The lack of available resource has presented a challenge for 
the project

• Considering new time line for rollout

• System needs to meet the minimum requirements to be 
rolled out in full


