
  

 
Appendix 1 

 
Table 1:  Overall complaint response times – 4 year comparison 

 
 
Table 2:  Complaint response times by service – 2014-15 



  

Rec'd Within %

Business Improvement & Modernisation 1 1 100%

Legal and Democratic Services 2 2 100%

Customers and Education Support 18 16 89%

Education 3 3 100%

Environment 83 76 92%

Finance and Assets 28 23 82%

Housing and Community Development 52 47 90%

Planning and Public Protection 82 77 94%

Highways and Infrastructure 84 75 89%

Communication, Marketing and Leisure 45 45 100%

HR 2 0 0%

Corporate Total 400 365 91%

Quarter 4 - Stage 1 Total Stage 1
Service

 

Rec'd Within %

0 0 -

1 0 0%

1 1 100%

1 0 0%

2 2 100%

4 4 100%

2 2 100%

17 15 88%

9 7 78%

1 1 100%

0 0 -

38 32 84%

Total Stage 2

 

Table 3:  compliments by service – 3 year comparison 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Table 4:  social services complaints data – 3 year comparison 

Service Area 2012/13 2013/14 2014/15 

Social Services Adults 355 219 213 

Social Services Children 49 58 54 

Business Planning and Performance 0 4 11 

Legal and Democratic Services 2 1 0 

Customers and Education Support 19 49 36 

Education 0 0 1 

Environment 212 165 176 

Finance and Assets 1 0 4 

Housing Services 56 62 59 

Regeneration 2 0 n/a 

Planning and Public Protection 25 46 15 

Highways and Infrastructure 75 75 64 

Communication, Marketing and Leisure 24 70 75 

 820 749 708 



  

Service Area 2012/13 2013/14 2014/15 

Social Services  118 97 75 



  

Appendix 2 
Public Services Ombudsman for Wales – complaints data 2014/15 

 
Chart 1: comparison of complaints received by the Ombudsman with average, adjusted for population distribution 

 
 

Chart 2: comparison of complaints by subject category with LA average 



  

Appendix 3 
Public Services Ombudsman for Wales – investigation summary 

 

 
 

 



  

Appendix 4 
 
Chart 3: code of conduct complaints 
 

 


