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Cynhyrchwyd y ddogfen hon yn unol â gofynion Mesur yr Iaith Gymraeg (Cymru) 2011 ac yn benodol y safonau canlynol:
155/156/157/159/161/162/163/165/167/168/169/171/173/175


SAFONAU’R IAITH GYMRAEG: ADRODDIAD CYDYMFFURFIO A MONITRO 30ain EBRILL 2019
Mae’r tabl hwn wedi grwpio’r Safonau i mewn i themâu er hwylustod. Mae rhestr lawn o’r safonau ar gael ar:  <http://www.monmouthshire.gov.uk/app/uploads/2017/01/20160801-Hysbysiad-Cydymffurfio44-Cyngor-Sir-Fynwy-cy.pdf>.  Noder nad yw'r rhestr hon yn holl gynhwysfawr ac mae’n amlygu meysydd a allai fod angen gwaith pellach. Dylid nodi ein bod eisoes yn cydymffurfio â llawer o'r safonau tra gellir gweithredu eraill heb fawr o newid i systemau.  
	Safonau’n ymwneud â’r canlynol:
	Crynodeb o'r disgwyliadau newydd a grëwyd gan y safon
	Risgiau / Heriau ar gyfer Cyngor Sir Fynwy 
	Camau Gofynnol / Opsiynau i'w hystyried i sicrhau ein bod yn bodloni'r safonau 
	Diweddariad Cynnydd

	Gohebiaeth ysgrifenedig (Safonau 1-7)
	Dylai pob gohebiaeth nodi y gall pobl ymateb i ni yn Gymraeg ac na fydd gohebu yn Gymraeg yn arwain at oedi.
Mae’n rhaid i ni gadw cofnod o ddewis iaith pobl a defnyddio'r iaith honno ym mhob gohebiaeth yn y dyfodol (30 Medi) 
	Darparu ymateb amserol lle mae angen cyfieithu'r ohebiaeth gychwynnol a'r ateb yn allanol.

Cynnal cofnod cywir o ddewisiadau iaith ar draws nifer o systemau TGCh sy'n dal cofnodion cleientiaid.
	1. Nodi opsiynau i alluogi cyflymu rhai ceisiadau cyfieithu..
2. Archwilio'r trefniant mwyaf cost effeithiol i gaffael mwy o waith cyfieithu gan gynnwys cyflogi cyfieithydd yn uniongyrchol 
3. Datblygu dull o gasglu dewisiadau iaith a sicrhau rhyngwyneb (â llaw) â chofnodion 
4. Dylai fod gan bob llythyr a neges e-bost is-bennawd - ni fydd gohebu yn Gymraeg yn arwain at oedi.
	Defnyddir system raddio sy'n dynodi lefel y brys ac mae’n gweithio'n wir effeithlon. (Lefel 1 Brys - 1 diwrnod Lefel 2 cymedrol 2 ddiwrnod  - 5 niwrnod. Lefel 3 dim dyddiad gorffen penodol na brys)
 Ar hyn o bryd mae'r cyngor yn caffael gwasanaethau 7 o gyfieithwyr allanol ac mae'r system yn gweithio'n dda. Caiff y system hon ei monitro'n ddyddiol gan Swyddog yr Iaith Gymraeg.

Archwiliodd y cyngor y posibilrwydd o ddarparu gwasanaeth cyfieithu mewnol ond dangosodd y ffigurau yn yr achos busnes mai'r system bresennol yw'r un fwyaf effeithiol yn nhermau ariannol ac effeithlonrwydd.
Mae Swyddog yr Iaith Gymraeg yn aros yn eiddgar am ddatblygiadau ar gronfa ddata a all ymdopi â'r gofynion hyn  

      Is-bennawd wedi’i weithredu. 


	Teleffoni, hybiau a derbynfeydd (Safonau 8 - 22 a 64-68)
	Disgwylir i ni gynnig: gwasanaeth ffôn Cymraeg yn ein canolfan gyswllt erbyn 30 Mawrth; Derbynfa Gymraeg ym Mrynbuga erbyn 30 Mawrth a phob derbynfa arall erbyn 30 Medi.2017 – cytunwyd estyniad gan y Comisiynydd 












Mae’n rhaid i ni gadw cofnod o ddewis iaith galwadau ffôn (30 Medi)
	Nifer isel o staff sy'n siarad Cymraeg (c.31) 
Mae trosiant staff yn y swyddogaethau hyn yn isel, felly bydd yn cymryd amser i gael siaradwyr Cymraeg yn eu swyddi 











Mae enwau siaradwyr Cymraeg o Sir Fynwy wedi'u hychwanegu at y gronfa ddata dewis iaith 
	1. Hyfforddi staff yn y dderbynfa ac mewn Hybiau (Swyddog Iaith Gymraeg yw'r arweinydd)






2. Angen cynllunio gweithlu. 
3. Creu system ffôn ddolen neu hela gyda galwadau'n cael eu hailgyfeirio at y siaradwr Cymraeg cyntaf sydd ar gael beth bynnag yw lleoliad corfforol neu leoliad y siaradwr hwnnw mewn tîm

	Yn 2018-19, cynaliasom y sesiynau Cymraeg canlynol gan gefnogi’n ariannol unigolion (yn cynnwys ffioedd a llyfrau) a fynychodd ddosbarthiadau ar ôl gwaith a chyrsiau gloywi ar benwythnosau a hynny’n eu hamser eu hunain:- 
Ymunodd 31 o aelodau staff â chwrs 30 awr y Cwrs Mynediad Blwyddyn 1 Cymraeg yn y Gweithle a ddarperir gan Gymraeg i Oedolion Coleg Gwent. Ategwyd y rhain gan 7 aelod o'r cyhoedd a ymunodd â'r dosbarthiadau.
Ymunodd 17 o aelodau staff â’r Cwrs Mynediad am yr ail flwyddyn.
Ariannwyd 1 aelod staff i fynychu Cwrs Mynediad ar ôl gwaith blwyddyn 2
Ariannwyd 1 aelod staff i fynychu Cwrs Carlam 
Ariannwyd 2 aelod staff i fynychu cwrs Sylfaen blwyddyn 3 
Rhoddwyd hyfforddiant pwrpasol drwy gyfrwng y Gymraeg i 5 aelod staff o Severn View 
 Mae 14 aelod o staff wedi ymuno â’r Cwrs Croeso 10 awr sy’n rhad ac am ddim 
Caiff staff eu hariannu i fynychu Cwrs Cymraeg penwythnos Coleg Gwent yn ychwanegol at gyrsiau wythnosol.
Cynigir mwy o ddosbarthiadau ym Medi 2019


Mae Swyddog yr  Iaith Gymraeg yn parhau i weithio drwy'r ymarfer ac isod mae rhestr gyfredol o’r adrannau sydd wedi mynd drwy'r broses:
Adnoddau Dynol, Canolfan Gyswllt, Llyfrgelloedd a Hybiau yng ngogledd a de'r sir, Polisi a Pherfformiad, Tîm Datblygu Partneriaethau Cymunedol, Gwasanaethau Ieuenctid, Cynllunio, Rheoli Adeiladu, Tai, Cyfathrebu ac Ymgysylltu, Gwasanaethau Hamdden (yn rhannol), Gwasanaethau Gwastraff, Iechyd yr Amgylchedd.
Mae'r ymateb gan reolwyr i'r broses uchod yn parhau i fod yn gadarnhaol gyda nifer cynyddol o swyddi gwag yn y dyfodol yn cael eu hamlygu fel rhai sydd angen dynodiad Cymraeg yn  Hanfodol Cymraeg ac mae'r swyddi a nodir isod yn arwyddion bod y broses yn dechrau dwyn ffrwyth.
Mae’n Llinell Iaith Gymraeg yn parhau i fod yn boblogaidd. Ar ôl ei sefydlu ar 4ydd Gorffennaf 2017 rydym wedi cael cyfanswm o 243 o alwadau i gyd, er mai ychydig iawn o alwadau oedd yn y misoedd cynnar. 
Y canlynol yw’r ffigurau am y flwyddyn ariannol ddiwethaf:
1af Ebrill 2018 - 31ain Mawrth 2019 - cyfanswm o 87 o alwadau
Mae'r canlynol yn rhestr o'r gwasanaeth sydd ei angen neu natur y galwadau ffôn a dderbyniwyd gan linell Cymru yn y flwyddyn ariannol ddiwethaf. Bydd y rhestr hon yn ddefnyddiol wrth gyflawni'r ymarfer Cynllunio Gweithlu parhaus er mwyn cynorthwyo yn y broses o wneud penderfyniadau ar gyfer gwahaniaethu rhwng dynodiadau Cymraeg yn hanfodol neu’n ddymunol mewn swyddi gwag.

1 Swyddog yr Iaith Gymraeg 5
2 Gwastraff 19
3 Tîm Cyfathrebu 9
4 Treth y Cyngor 4
5 Llwybrau Glaswellt/Cludiant Teithwyr 17
6 Addysg 7
7 Iechyd a Diogelwch 1
8 Gweithrediadau 3
9 Digwyddiadau3
10 Gofal cymdeithasol  2
11 Credydwyr 2
12 Datblygu chwaraeon 1
13 Cynllunio 2
14 Hamdden 1
15 Iechyd Amgylcheddol 1
16 Aelodau etholedig 2
17 Gofal Cymdeithasol 1
18 Rhyddid Gwybodaeth 1
19 Goleuadau Stryd 2
20 Tai 1
21 Prif Weithredwr 1
22 Eraill anhysbys 2

Gosodir Arwyddion Iaith Gymraeg ym mhob derbynfa ac mae pob siaradwr Cymraeg yn gwisgo bathodyn. Caiff hyn ei fonitro gan Swyddog yr Iaith Gymraeg mewn cydweithrediad â rheolwyr gwasanaethau.  



	Cymraeg mewn cyfarfodydd (Safonau  24 – 34)
	Mae’n rhaid i ni hysbysebu bod pobl yn gallu defnyddio'r Gymraeg mewn cyfarfodydd. Os bydd 10% o'r mynychwyr yn dewis defnyddio'r Gymraeg, yna mae’n rhaid i ni ddarparu cyfieithu ar y pryd.    
Os yw cyfarfod yn ymwneud â dim ond un aelod o'r cyhoedd / busnes / partner, a'r aelod/busnes/partner hwnnw’n dymuno defnyddio'r Gymraeg, yna mae’n rhaid i ni ddarparu cyfieithiad.
Mae’n rhaid i wahoddiadau i unrhyw gyfarfodydd cyhoeddus fod yn ddwyieithog a nodi y gall pobl ddefnyddio'r Gymraeg
	Bydd angen i bobl roi rhybudd ymlaen llaw, ond mae'n debygol y bydd cyfieithu ar y pryd yn brin ar ôl i'r safonau ddod i rym. 

	Nodi'r trefniant mwyaf cost-effeithiol ar gyfer cyfieithu ar y pryd a rhoi contract galw-i-mewn ar waith os oes angen 
Sicrhau bod yr holl swyddogion yn ymwybodol o'r gofyniad hwn a'i ymgorffori yn eu llythyrau a'u hysbysiadau cyhoeddus 


	· Mae proses ar waith gyda rhestr o gyfieithwyr ar y pryd y gellir eu caffael.
· Mae archwiliad sampl wedi dangos ein bod yn cydymffurfio o ran Cynllunio a Gwasanaethau Democrataidd. 
· Nodir y cynnig Iaith Gymraeg ar holl agendâu a phecynnau agenda'r Cyngor ar fersiynau Cymraeg a Saesneg gwefannau'r cyngor.

	Digwyddiadau cyhoeddus (Safonau 35-38, 87)
	Dylai digwyddiadau cyhoeddus megis gwyliau ddefnyddio deunydd cyhoeddusrwydd, arwyddion a chyhoeddiadau Cynorthwyydd Personol  dwyieithog, mae hyn yn berthnasol os byddwn yn darparu dros 50% o'r cyllid. Dylid defnyddio'r Gymraeg yn gyntaf (ar ôl 30 Medi). Dylai unrhyw ddeunydd cyhoeddusrwydd neu hysbysebu fod ar gael yn y Gymraeg hefyd e.e. ffilmiau hyrwyddo 
	Gallai’r niferoedd cymharol isel o siaradwyr Cymraeg yn yr ardal ei gwneud yn anodd denu cyhoeddwyr dwyieithog - yn enwedig lle defnyddir gwirfoddolwyr


	Sicrhau bod timau digwyddiadau yn gwbl ymwybodol o ofynion y Ddeddf.
	· Mae staff digwyddiadau wedi mynychu’r sesiynau hyfforddi pwrpasol ac maent yn ymwybodol o’r gofynion. 

	Papurau ar gyfer busnes y cyngor (Safon 41)
	Dylai agendâu a chofnodion unrhyw gyfarfodydd cyngor sydd ar gael i'r cyhoedd fod yn ddwyieithog  
	Mae'r safon wreiddiol yn awgrymu y dylai adroddiadau a gyflwynir i gyfarfodydd fod yn ddwyieithog hefyd. Fodd bynnag, mae CSF wedi gofyn am eithriad i hyn ac wedi ei dderbyn.
Oedi posibl wrth anfon agendâu.

	Sicrhau bod cofnodion yn gofnod cywir a chryno o'r cyfarfod i leihau costau cyfieithu


	· Mae'r holl agendâu ar gyfer y Cabinet, y Cyngor a'r Pwyllgorau Craffu yn cael eu cynhyrchu'n ddwyieithog ar yr un pryd â fersiwn Saesneg yr agenda.
· Mae'r broses hon yn cael ei hwyluso a'i monitro gan Swyddog yr Iaith Gymraeg mewn cydweithrediad â'r Rheolwr Gwasanaethau Democrataidd.


	Trwyddedu (Safon 42)
	Mae’n rhaid i unrhyw drwyddedau neu dystysgrifau fod yn ddwyieithog 
	
	Sicrhau bod pob trwydded yn ddwyieithog pan fydd rhai newydd yn cael eu cyhoeddi
	· Mae'r Adran Drwyddedu’n cydymffurfio â phopeth sydd yn ei le.
· Mae’r holl hysbysiadau Cynllunio’n ddwyieithog – ar byst golau ac yn y wasg leol.
· Monitrir hwn gan Swyddog yr Iaith Gymraeg 

	Dogfennau (Safonau 43 – 50B)
	Dylai unrhyw lyfrynnau neu daflenni sy'n darparu gwybodaeth gyhoeddus gael eu cyhoeddi yn y Gymraeg gan gynnwys rheolau; dylai pob ffurflen fod yn ddwyieithog; dylid cyhoeddi datganiadau i'r wasg yn y Gymraeg ar yr un pryd â'r Saesneg
Bydd angen i Bolisïau, Strategaethau ac adroddiadau blynyddol fod ar gael yn y Gymraeg erbyn 30 Medi 
	Rydym yn debygol o wynebu oedi wrth gyfieithu ffurflenni a dderbynnir yn y Gymraeg lle nad yw staff yn siarad Cymraeg.
Nid yw’n gwasanaeth cyfieithu ar hyn o bryd yn arwain at oedi posibl i gyhoeddi fersiynau Cymraeg ar ôl y Saesneg
Mae galw isel am rai dogfennau strategaeth ymhlith y cyhoedd 

	Pan fyddwn yn cynhyrchu fersiynau ar wahân o ddogfen dylai'r fersiwn Saesneg nodi ei bod hefyd ar gael yn y Gymraeg..

	
· Mae Swyddog y We a Swyddog yr Iaith Gymraeg yn gweithio'n agos i fonitro bod tudalennau cyfatebol yn bresennol ar y wefan ac yn mynd ar drywydd unigolion os oes unrhyw anghysonderau - mae'r rhain yn digwydd o bryd i'w gilydd ond ymdrinnir â hwy'n gyflym.


	Gwefannau a Chyfryngau Cymdeithasol (Safonau 52 – 59)
	Mae’n rhaid i'r holl dudalennau gwe fod ar gael yn y Gymraeg (erbyn 30 Mawrth). Mae’n rhaid i bob trydar corfforaethol a Facebook gael eu cyhoeddi yn y Gymraeg (erbyn 30 Medi) 
	Gall oedi wrth gyfieithu swyddi leihau amseroldeb ein hymateb.
Gallai unrhyw oedi mewn swyddi wrth aros am gyfieithiad leihau eu defnyddioldeb e.e. cau oherwydd eira, cyhoeddiadau traffig 

	Nodi opsiynau i alluogi cyflymu rhai ceisiadau cyfieithu.

Sicrhau bod yr holl staff sy'n rheoli cyfrifon cyfryngau cymdeithasol yn gwbl ymwybodol o'r angen i redeg y rhain yn ddwyieithog 
	· Datblygwyd system raddio i ddangos natur frys y cyfieithiad. Mae hyn yn caniatáu amserlenni cywir ar gyfer cyfieithu.

· Datblygwyd cyfrif Facebook Cymraeg a chyfrifon Twitter dwyieithog gan Swyddog y We.
· Caiff y broses ei monitro gan staff cyfathrebu'r cyngor a Swyddog yr Iaith Gymraeg.

	Arwyddion (Safon 61 - 63)
	Mae disgwyl y bydd y Gymraeg o flaen y Saesneg pan fydd arwyddion newydd, gan gynnwys arwyddion ffyrdd, yn cael eu disodli 
	Risg y gallai dull fesul cam achosi dryswch i fodurwyr gan y bydd anghysondeb o ran lleoliad iaith yn y tymor canolig 
	

	· Mae prosesau yn eu lle – lefel hanesyddol dda iawn o gydymffurfiaeth a dim pryderon..
· Yr unig faes o bryder bychan yw materion achlysurol yn ymwneud â fersiynau Cymraeg dadleuol o enwau lleoedd lleol. Defnyddir y Gazeteer o hen Fwrdd yr Iaith Gymraeg fel y canolwr yn yr achosion hyn. Mae'r broses hon yn cael ei thrin a'i monitro gan Swyddog yr Iaith 

	Hysbysiadau Swyddogol (Safonau 69-70)
	Dylai pob hysbysiad swyddogol fod yn ddwyieithog ac ni ddylai'r Gymraeg gael ei thrin yn llai ffafriol na'r Saesneg 
	Bydd hysbysiadau dwyieithog i'r wasg yn cynyddu nifer y modfeddi colofnau o hysbysebion a brynwn 
	Nodi opsiynau amgen ar gyfer cyhoeddi hysbysiadau cyhoeddus er mwyn lleihau codiadau mewn costau


	· Mae Swyddog yr Iaith Gymraeg yn monitro'r wasg leol ac nid oes unrhyw bryderon i'w hadrodd.

	Grantiau a thendrau (Safonau 71 – 80, 94)
	Mae’n rhaid i ddogfennau grant fod yn ddwyieithog, mae’n rhaid i ni ddarparu cyfieithu ar y pryd lle gwneir cais amdano, os yw ymgeisydd am grant yn dymuno cael ei gyfweld. Dylem hysbysebu hefyd y gall unrhyw dendrau gael eu cyflwyno yn y Gymraeg.
	
	
	· Ceisir dewis iaith yr ymgeiswyr tendro er mwyn caniatáu darparu dogfennau yn newis iaith y cynigwyr.


	Cyrsiau Addysg (Safon 84-86)
	Mae’n rhaid i gyrsiau sy’n agored i'r cyhoedd fod ar gael yn y Gymraeg hefyd.
	Mae gan Gyngor Sir Fynwy eithriad i'r safon hon ar yr amod y gallwn ddangos nad oes angen cynnig cwrs penodol yn y Gymraeg 
	Sicrhau bod y cyhoedd yn ymwybodol y gallant fynegi blaenoriaeth i gwrs gael ei gyflwyno yn y Gymraeg. Mae’n rhaid i ni gasglu tystiolaeth o'r angen i'r cwrs gael ei ddarparu yn y Gymraeg. Ni fyddai'n cael ei ddarparu oni bai bod galw digonol 

	· Mae gan bob ffurflen gais ddwyieithog ar gyfer cyrsiau Addysg Gymunedol adran i ganiatáu mynegi Cymraeg fel dewis iaith er mwyn caniatáu gwneud asesiad.
· Ni fu ceisiadau am ddarpariaeth yn yr iaith Gymraeg hyd yn hyn.
· Caiff y broses hon ei monitro’n ofalus gan staff Addysg Gymunedol.

	Llunio Polisi (Safonau 88 – 97)
	Mae’n rhaid i lunio polisïau ystyried yr effaith ar yr iaith Gymraeg i wneud y mwyaf o effeithiau cadarnhaol a lleihau effeithiau andwyol.
	Mae posibilrwydd y gellid  herio penderfyniad yn gyfreithiol os na allwn ddangos bod y safonau'n cael eu defnyddio wrth lunio polisïau 
	Sicrhau bod Asesiad Cenedlaethau'r Dyfodol (Effaith Cynaliadwyedd a Chydraddoldeb) yn nodi’n effeithiol unrhyw oblygiadau ar yr iaith Gymraeg 
	· Yn rhan annatod o broses Cenedlaethau’r Dyfodol / EQIA. Mae'r Iaith Gymraeg bob amser wedi cael ei thrin fel y 10fed nodwedd warchodedig ac mae'n rhan annatod o'r broses.


	Materion yn ymwneud ag Adnoddau Dynol (Safonau 98 - 119)
	Mae’n rhaid i ni gynhyrchu polisi ar ddefnydd mewnol o'r Gymraeg; cynnig cyfathrebu’n ymwneud â chyflogaeth yn y Gymraeg gan gynnwys ffurflenni ac e-ffurflenni.
	Cynhyrchir systemau Adnoddau Dynol gan gyflenwr cenedlaethol ac nid ydynt ar gael yn y Gymraeg petai'r galw'n digwydd 
	Cyfieithu dogfennau allweddol 
	· Gofynnwyd i bob aelod staff sy'n siarad Cymraeg yn y cyngor a hoffent gael unrhyw un o'u dogfennau cyflogaeth drwy gyfrwng y Gymraeg. Ni dderbyniwyd unrhyw ymatebion ar gyfer dogfennau Cymraeg.

	Cymraeg yn y gweithle (Safon 120 – 135, 140-144)
	Mae’n rhaid i ni ddarparu cyfleoedd ar gyfer hyfforddiant Cymraeg sylfaenol i gyflogeion yn ystod oriau swyddfa a chwrdd â chost cyrsiau ar gyfer y rheini sydd eisoes â Chymraeg sylfaenol er mwyn datblygu’u sgiliau.
Darparu fersiynau Cymraeg o feddalwedd lle maent ar gael megis gwirwyr sillafu Cymraeg mewn pecynnau prosesu geiriau (erbyn 30 Medi)

	Er yn cynnig manteision tymor hir clir mae posibilrwydd y gall hyn leihau'r capasiti gweithredol yn y tymor byr os yw'r nifer sy'n manteisio arno yn uchel .






	.


	
Yn union fel Teleffoni, hybiau a derbynfa (Safonau 8 – 22 a 64-68) uchod



· Prynwyd 10 trwydded Cysgair a Chysillt gan Ganolfan Bedwyr ym Mangor, a chysylltwyd â phob siaradwr Cymraeg rhugl yn bersonol i ofyn a oeddent am gael copi.







	Recriwtio a Dethol (Safonau 136-140)
	Mae’n rhaid sicrhau bod recriwtio a phob swydd ddisgrifiad ar gael yn y Gymraeg; os cyflwynir ffurflenni yn y Gymraeg ni ddylid eu trin yn llai ffafriol; gall pobl ofyn am gyfieithu ar y pryd os ydynt yn dymuno cael eu cyfweld trwy gyfrwng y Gymraeg 
	Mae cyfieithu ar y pryd yn debygol o fod yn brin ar ôl i'r safonau ddod i rym.
	Sicrhau bod pob ffurflen a phroses yn cael eu diweddaru yn unol â'r safonau
 
	· Yn hanesyddol, mae'r holl ddogfennaeth swyddi gwag wedi'i sefydlu 
· Mae pob swydd wag allanol yn cynnwys asesiad iaith Gymraeg - Hanfodol, dymunol neu ddim yn ofynnol.
· Yng nghyd-destun asesiadau hanfodol neu ddymunol, mae’n rhaid cyfieithu'r hysbyseb, y disgrifiad swydd a'r fanyleb person.
· Lle nad oes gofyniad iaith dim ond y disgrifiad swydd sydd angen ei gyfieithu. Mae Adnoddau Dynol wedi cynhyrchu a dosbarthu templedi i reolwyr i arbed amser a lleihau costau cyfieithu.
Mae'r broses hon yn cael ei harwain gan Swyddog yr Iaith Gymraeg mewn partneriaeth ag Adnoddau Dynol

	Goruchwylio'r Cynllun Iaith: Cadw cofnodion, adrodd a chwynion (Safonau 145 – 176)
	Mae gofyniad i gadw amrywiaeth o gofnodion i ddangos eu bod yn cydymffurfio â'r safonau ac i gyhoeddi (yn y Gymraeg) adroddiad blynyddol sy'n dangos cydymffurfiaeth.
Cyhoeddi strategaeth pum mlynedd i ddangos sut yr ydym yn bwriadu hyrwyddo'r Iaith Gymraeg 
	Ni fydd unrhyw gostau uniongyrchol, ond bydd y safonau hyn yn creu pwysau gweinyddol 
	Sicrhau bod systemau'n cael eu sefydlu i gadw cofnodion yn unol â'r safonau.

	· Mae popeth yn ei le ac mae wedi bod ers nifer o flynyddoedd oherwydd yr hen Gynllun Iaith Gymraeg a'i angen i gynhyrchu Adroddiad Monitro Blynyddol Blynyddol..
· Cytunwyd strategaeth 5 mlynedd y cyngor ar 19 Ionawr 2017 ac mae'n amlwg ar ei wefan - Cymraeg a Saesneg.

· Mae pob un o'r uchod yn cael ei fonitro a'i weithredu gan Swyddog yr Iaith Gymraeg 
      




GWEITHDREFN CWYNION MEWN PERTHYNAS Â'R IAITH GYMRAEG:
Mae'r weithdrefn gwyno ar gyfer materion sy'n ymwneud yn benodol â chyflwyno Gwasanaeth, llunio polisi a safonau gweithredol a materion diffyg cydymffurfio yn unol â Safonau Iaith Gymraeg y cyngor yn dilyn yr un set o amserlenni a phrosesau â'r broses gorfforaethol (dolen isod) ond mae amrywiadau sy'n werth eu nodi:
Gellir anfon cwynion i mewn a'u trin mewn dwy ffordd wahanol:
Cwyn yn cael ei hanfon yn uniongyrchol i'r Cyngor lle bydd y gŵyn yn cael ei thrin gyda'r adran gwasanaeth. Os nad oes sgiliau iaith ar gael yn yr adran i ddelio â'r mater yna bydd y Swyddog Iaith Gymraeg yn cysylltu i ganiatáu dewis iaith i'r achwynydd ac yna gobeithio datrys y mater er boddhad y ddau barti. Os na fydd penderfyniad yn cael ei wneud, yna caiff y broses i uwchgyfeirio'r gŵyn ei hegluro'n glir yn y ddogfen gorfforaethol a gysylltir isod.
Cwyn yn cael ei hanfon yn uniongyrchol i Gomisiynydd yr Iaith Gymraeg. Bydd hyn yn arwain at amheuaeth o hysbysiad o ddiffyg cydymffurfio a fydd yn arwain at broses ymchwilio deg cam / tri mis a fydd, gobeithio, yn datrys unrhyw faterion yn foddhaol.
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Monmouthshire County Council is committed to dealing effectively with any
complaints you have about our service. We aim to clarify any issues about which
you are not sure. If possible, we will put right any mistakes we may have made. We
will provide any service to which you are entitled but we have failed to deliver. If we
were wrong we will apologise and offer redress if appropriate. We also aim to learn
from our mistakes and use the information we gain to improve our services.

All complaints about services provided by the Council (including complaints relating
to compliance with the Welsh Language Measure (Wales) 2011 Service Delivery
standards or due for provision by the Council except:

e Services provided by schools, which are subject to separate policies within
each school

Whilst this policy covers all complaints not excluded above, a variety of separate
procedures may be applicable, such as:

The Whole Authority Complaints procedure

The Social Services Statutory Complaints procedure

The Unacceptable Actions by Complainants Policy

Various Appeals procedures, including but not limited to:
o0 Refusal of planning permission

Curriculum

Special Educational Needs (SEN)

Religious Worship

Admissions

Pupil Exclusions

O O0O0O0O0

All compliments received by the Council.

Note: Comments will be processed in the same way as informal complaints.

A complaint is:

An expression of dissatisfaction or concern which requires a response. It may be:

e either written or spoken
e made by one or more members of the public
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e about the Council’s action or lack of action or about the standard of service
provided

e about the Council itself, a person acting on its behalf, or a public service
provider partnership

Any member of the public, including a child, who has received, or was entitled to
receive, a service from the Council may make a complaint.

A concern can also be put forward by someone on behalf of another person, as follows:

(a) someone who has died

(b) a child

(c) those who lack the capacity (as defined by the Mental Capacity Act 2005)
(d) they have been asked to do so by the person affected.

In the case of (b), (c) and (d), we must be satisfied, as far as the circumstances of the
person affected allow for it, that the representative is acting with the authority of that
person and if possible obtain their signature to confirm this.

We are only obliged to consider complaints within six months of the complainant
becoming aware of the problem. If a complaintis received after more than six months,
the Customer Relations Manager will consider whether there are valid reasons to
support consideration, and whether information is still available to make consideration
possible.

This policy only applies to complaints as described above. You may have other
concerns which will be addressed differently, such as:

A request for service

If you are telling us about something which you think needs to be done, like for
example, repairing a pothole, then you are requesting a service. This policy does not
apply to requests for service.

However, if you make a request for service and you aren’t happy with our response,
you will be able to complain using this policy as we describe below.

e an appeal against a “properly made” decision by a public body
e a means to seek change to legislation or a “properly made” policy decision

"'1‘ monmouthshire
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e a means for lobbying groups / organisations / individuals to seek to promote a
cause.

A “properly made” decision is one where the relevant laws, policies and procedures
have been correctly followed in arriving at a decision, for example, setting the Council
Tax rate.

In some circumstances you may have a right to appeal against a decision which the
Council has made. These are not complaints, and this policy will not apply. Some
examples of this are:

e a refusal to grant you planning permission
e not giving your child a place in a particular school

When that is the case, we will explain to you how you can appeal.

This policy is not a means for a member of staff to raise employment issues. There
are other internal mechanisms for these type of concerns, for example, whistleblowing,
bullying, or grievance procedures.

Sometimes you might be concerned about matters that are not decided by us, such
as problems on motorways or trunk roads. We will then advise you about how to make
your concerns known.

The Council will aim to use the following principles in its operation of the Complaints
procedure:

Accessible and Simple

Fair and Impatrtial

Timely, Effective and Consistent
Accountable

Delivers Continuous Improvement

You can express your concern in any of the ways below:

e Ask for a form from the person with whom you are already in contact. Tell
them that you want us to deal with your concern formally
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e You can get in touch with us by telephoning 01633 644647 or 01633 644672
e You can use the form on our website by following this
link: www.monmouthshire.gov.uk/complaintsandcompliments
e You can e-mail us at feedback@monmouthshire.gov.uk
e You can write a letter to us at the following address: Customer Relations,
Monmouthshire County Council, PO Box 106, Caldicot, NP26 9AN

We aim to have complaint forms available at our local offices and Community Hubs.

If you would like this policy and the complaint form in Welsh or another language or
format (perhaps Braille or large print), please contact us.

We will formally acknowledge your complaint within 5 working days and let you know
how we intend to deal with it.

If possible, we believe it is best to deal with things straight away rather than try to sort
them out later. If you have a complaint, raise it with the person you are dealing with.
He or she will try to resolve it for you there and then. If there are any lessons to learn
from addressing your complaint then the member of staff will draw them to our
attention. We will aim to achieve this within 10 working days of your complaint being
raised. If the member of staff can’t help, they will explain why and you can then ask
for a formal investigation.

If you have asked us to communicate in a specific way, perhaps by e-mail or letter, we
will honour your wish if possible.

We will deal with all complaints in an open and honest way.
We will make sure that no one is disadvantaged because they have made a complaint

Normally, we will only be able to look at concerns if you tell us about them within six
months. This is because it is better to look into your complaints while the issues are
still fresh in everyone’s mind.

We may, in exceptional circumstances, be able to consider complaints raised later
than that. However, you will need to have a strong reason for the delay, and the
information must still be available to allow us to investigate properly. In any event,
regardless of the circumstances we will not consider any concerns about matters that
took place more than 3 years ago.

If your complaint covers more than one organisation, we will usually work with them.
We will then give you the name of the person responsible for communicating with you
while the complaint is dealt with.





Wl monmouthshire
(AP sir fynwy

If you're expressing a concern on behalf of somebody else, we’ll need their agreement
to you acting on their behalf.

If the complaint is about someone working on our behalf, we will look into your
complaint ourselves unless we have agreed a contractual complaints process with
the body providing the service. If a contractual complaints process is in place, we will
still monitor complaints received and how the contractor deals with them.

We will tell you who we have asked to look into your complaint. If your complaint is
straightforward, we’ll usually ask somebody from the service to look into it and get
back to you. If it is more complicated, we may use someone from elsewhere in the
Council. We may seek advice from both within and outside the Council.

We will set out to you our understanding of your concerns and ask you to confirm that
we have got it right. We'll also ask you what outcome you are hoping for. The person
looking at your complaint will usually need to see the files we hold relevant to your
complaint. If you don’t want this to happen, you must tell us at the time you make your
complaint but we will always protect your personal data from improper use.

If there is a simple solution to your problem, we will ask you to accept this. For
example, where you asked for a service and we see straight away that that you should
have received it, we will offer to provide the service rather than investigate and produce
a report.

We will aim to resolve complaints as quickly as possible and expect to deal with the
vast majority within 20 working days. If your complaint is more complex, we will:

e Let you know within this time why we think it may take longer to investigate

e Tell you how long we expect it to take

e Give you regular updates, including telling you whether any developments
might change our original estimate

The person who is investigating your concerns will aim first to establish the facts. The
extent of this investigation will depend on how complex the issues you have raised
are.

We may ask to meet you to discuss your concerns. Occasionally we might suggest
mediation to try to resolve disputes.

We'll look at relevant evidence. This could include files, notes of conversations,
letters, e-mails or whatever may be relevant to your particular complaint. If necessary,
we’ll talk to the staff or others involved and look at our policies and any legal
entitlement and guidance.
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If we investigate your complaint, we will let you know what we have found in keeping
with your preferred form of communication. This could be by letter or e-mail, for
example. If necessary, we will produce a longer report. We’ll explain how and why
we came to our conclusions. The report will be accompanied by a covering letter or
email from the relevant Head of Service who will comment on the report’s findings
and recommendations. The Head of Service will do this within a further 10 working
days. Where this deadline cannot be met, you will be informed of the reasons and
given a date when the completion can be expected.

If we find that we got it wrong, we’ll tell you what happened and why. We'll show
how the mistake affected you.

If we find there is a fault in our systems or the way we do things, we’ll tell you what it
is and how we plan to change things to stop it happening again.

If we got it wrong, we will always apologise.

e |f we didn’t provide a service you should have had, we’ll aim to provide it if
that is practical and sensible

e If we didn't do something well enough, we’ll aim to do it better

e If our investigations show you have lost out as a result of a mistake on our
part we’ll try to put you back in the position you would have been in if we'd
got it right

If we do not succeed in resolving your complaint, you may complain to the Public
Services Ombudsman for Wales. The Ombudsman can look into your complaint if
you believe that you personally, or the person on whose behalf you are complaining:

e Have been treated unfairly or received a bad service through some failure on
the part of the body providing it

e Have been disadvantaged personally by a service failure or have been treated
unfairly.

The Ombudsman expects you to bring your concerns to our attention first and to give
us a chance to put things right. You can contact the Ombudsman by:

e Phone: 0845 601 0987
e E-mall ask@ombudsman-wales.org.uk
e The website: www.ombudsman-wales.org.uk
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e Writing to:  Public Services Ombudsman for Wales
1 Ffordd yr Hen Gae

Pencoed
CF35 5LJ

We take your concerns and complaints seriously and try to learn from any mistakes
we’ve made. A summary of all complaints will be considered by our Leadership
team on a regular basis. Complaints will also be monitored by one of our Scrutiny
Committees.

When we identify a need for change we will develop an action plan setting out what
we will do, who will do it and when we plan to do it by.

Our staff will aim to help you to make your concerns known to us. If you need extra
assistance, we will try to put you in touch with someone who can help.

In all circumstances, we will pay due regard to your particular circumstances in the
light of protected characteristics defined by the Equalities Act 2010: age, disability,
gender reassignment, marriage and civil partnership, pregnancy and maternity, race,
religion or belief, sex and sexual orientation.

You might wish to tell us something about our service which isn’t a complaint or a
compliment. If you do this, we will consider your comment and reply to you within 10
working days of receipt. Or if that is not possible, we will let you know.

If you tell us that we have done something well, we will thank you for your compliment.
All compliments will be noted and included in reports to Select Committees.

We believe that all complainants have the right to be heard, understood and respected.
However, we also consider that our staff have the same rights. We therefore expect
you to be polite and courteous in your dealings with us. We accept that circumstances
leading to a complaint may have been upsetting or distressing, but we will not tolerate
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aggressive or abusive behaviour, unreasonable demands or unreasonable
persistence. When we find that someone’s actions are unacceptable, our
Unacceptable Actions by Complainants Policy will apply.

10
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This procedure is designed to fit with the Council’s:

Whole Authority Complaints Policy

Statutory Social Services Policy

Local Complaints Policies used by Schools
Unacceptable Action by Complainants Policy

It is based on, and reflects, the Complaints Wales single complaints policy for the
public sector in Wales. All complaints about services provided by the Council
(including complaints relating to compliance with the Welsh Language Measure
(Wales) 2011 Service Delivery standards or due for provision by the Council except:

. Services provided by schools, which are subject to separate policies within
each school

In all circumstances, due regard should be paid to the particular circumstances of the
complainant in the light of the protected characteristics defined by the Equalities Act
2010: age, disability, gender reassignment, marriage and civil partnership, pregnancy
and maternity, race, religion or belief, sex and sexual orientation.

The Whole Authority Complaints Policy should apply in all circumstances except for a
complaint about a school, as may the Unacceptable Actions Policy. In any given case,
only one of the other three will apply, according to the nature of the complaint.

The Leadership Team as a group should not be involved in any investigation of a
complaint under this procedure, though individual members may be required to do so
as senior officers of the Council.

The Leadership Team will receive regular reports about complaints at its chosen
frequency.

Any of the Select Committees may be appointed to monitor complaints management.
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Overall responsibility for ensuring that this procedure is followed will fall to the Head
of People and Information Governance.

The Customer Relations Manager will be responsible for logging, allocating,
monitoring, advising on and reporting on complaints.

The Customer Relations Manager will also undertake a quality assurance role in
advising the investigating officer on procedure and in the construction of any reports
at the Formal Investigation stage. This action is to support the principle of “investigate
well” and will in no way impinge on the independence and objectivity of the
investigating officer.

When a complaint proceeds to the Formal investigation Stage of the procedure, an
investigating officer will be appointed via the Customer Relations Manager. If the
complaint is straight forward, we may ask someone from the service to look into it, if it
is more complicated we may ask someone from elsewhere in the Council. However,
where a complaint is about the Chief Executive or a Chief Officer, the investigating
officer will be another Chief Officer.

Any complaint against an elected Member which is not concerning an alleged breach
of the Code of Conduct for Elected Members will fall under this procedure and will be
investigated by the Chief Executive or a senior officer nominated by him.

The Council may choose to use an external investigator if it feels that is appropriate in
any circumstance.

The Investigating Officer will be responsible for conducting an appropriate,
proportionate investigation and producing a suitable report or letter to document it and,
where appropriate, making recommendations.

The Investigating Officer will be adequately trained for the purpose.

The Head of a Service which is the subject of a formal investigation will review the
findings and recommendations, and communicate those to the complainant.

He / she will also take responsibility for any action arising from the investigation, and
will advise the Customer Relations Manager of any improvements which have
resulted.
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Any member of staff may receive a complaint. They should attempt to resolve the
complaint there and then or, if that is not possible, pass the complaint to their
supervisor or line manager.

All staff should advise the Customer Relations Manager of any complaint received,
then of the outcome and reply date.

Any member of staff may be asked to provide information to help with the investigation
of a complaint at any stage, and may also be the subject of a complaint. In either
case, all members of staff will be treated fairly and without prejudice.

Whilst it is possible that the findings of a complaint investigation may lead to a
disciplinary investigation or other proceedings, a complaints investigation will not form
part of those proceedings.

An expression of dissatisfaction or concern which requires a response. It may be:

e either written or spoken

e made by one or more members of the public

e about the Council’'s action or lack of action or about the standard of service
provided

e about the Council itself, a person acting on its behalf, or a public service
provider partnership

The Council will only be obliged to consider complaints within six months of the
complainant becoming aware of the problem. If a complaint is received after more
than six months, the Customer Relations Manager will consider whether there are valid
reasons to support consideration, and whether information is still available to make
consideration possible.

“Member of the public” is defined as anyone who is receiving a service by us or,
indeed, denied a service to which they are entitled — this can be an individual or a
group of people.

e an initial request for a service, such as reporting a faulty street light
e an appeal against a “properly made” decision by a public body
e a means to seek change to legislation or a “properly made” policy decision
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a means for lobbying groups / organisations / individuals to seek to promote a
cause

A “properly made” decision is one where the relevant laws, policies and procedures
have been correctly followed in arriving at a decision eg. setting the Council tax.

The Council will aim to adhere to the following principles in its operation of the
Complaints procedure:

Well publicised

Easy to find, understand and use — both for public and staff.

Simple and clear instructions for the public about how to make a complaint
Has flexibility to meet the different needs of different people, ensuring that those
who face challenges in access are not excluded.

Provides information on advocacy and support services

The stages in the complaint handling process are kept to a minimum

Concerns are dealt with in an open-minded and impartial way

Complainants are assured that making a complaint will not adversely affect their
future dealings and contacts with the body concerned

Ensures that complainants get a full response and that decisions are
proportionate, appropriate and fair.

The staff complained about are treated as fairly as complainants

Within the parameters of what is appropriate and possible, frontline staff
themselves should seek to resolve complaints

“Investigate Once, Investigate Well' — when a complaint requires formal
investigation, this should be done thoroughly to establish the facts of the case
Dealt with as quickly as possible. It should normally take no longer than 20
working days from agreed confirmation of the nature of the complaint at the
Formal Stage to resolution. If a complaint is more complex, complainants
should be told why it may take longer to investigate and how long it is expected
to take. Complainants and staff involved should be kept informed of progress
throughout.

Consistent so that people in similar circumstances are treated in similar ways

"'1‘ monmouthshire
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e Concerns involving more than one public service provider are dealt with in such
a way that the complainant’s experience is of one system.

e Provides honest, evidence-based explanations and gives reasons for decisions

e Information is provided in a clear and open way.

e When concerns are found to be justified, as appropriate, the Council:

o0 acknowledges mistakes

0 apologises in a meaningful way

0 endeavour to put matters right

0 provides prompt, appropriate and proportionate redress

e Follow up to ensure any decisions are properly and promptly implemented

e Where appropriate, the complainant is told about the lessons learnt and
changes made to the service, guidance or policy.

e Ensures that complainants are informed of their right to complain to the Public
Services Ombudsman for Wales (or of other appropriate routes open to them,
for example, Welsh Language Board in respect of complaints about compliance
with Welsh Language Schemes, Equalities and Human Rights Commission).

e Lessons learnt from complaints are gathered and feedback is used to improve
service design and delivery

e Systems are in place to record, analyse and report on the learning from
concerns.

e The leadership of the Council:

takes ownership of the complaints process

regularly reviews and scrutinises its effectiveness

receives regular complaints monitoring reports, and

demonstrates what the organisation has done to improve service

delivery as a result of complaints

e Regulators have an important role in ensuring that lessons learnt from concerns
are implemented satisfactorily and sustained.

O 00O

Any member of the public, including a child, who has received, or was entitled to
receive, a service from us may make a complaint.

A complaint may also be made anonymously. However, whilst an anonymous
complaint will be investigated and processed according to the information provided,

there can clearly be no contact with a complainant.

A complaint can also be put forward by someone else on behalf of:
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(a) Someone who has died

(b) A child

(c) Those who lack the capacity (as defined by the Mental Capacity Act 2005)
(d) Any other person if they have been asked to do so by that person.

In the case of (b), (c) and (d), the Council must satisfy itself, as far as the
circumstances of the person affected allow for it, that the representative is acting
with the authority of that person and if possible obtain their signature to confirm
this.

This procedure is not a means for a member of staff to raise employment issues.
There are other internal mechanisms for these type of concerns, for example,
whistleblowing, bullying, or grievance procedures.

The Complaints Policy and all the accompanying procedures and contact details will
be:

e published on the Council’'s website
e published on the Council’s Intranet
e promoted through Council publications

Posters and leaflets advertising the procedure in relevant other languages will be
available at main Council premises.

Members of the public wishing to make a complaint are encouraged to use the
Council’'s complaints form wherever possible, though a complaint may not be rejected
because it is not on the form.

The form will be available from:

e the Council's website
e the Council’s Intranet
e any Council Office or main building, such as the Community Hubs

"'1‘ monmouthshire
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A leaflet describing the process will be available in all the same places as the
Complaints Forms.

The leaflet will also be available in Welsh. Alternative formats will be provided on
request.

The leaflets will be circulated to the local offices of relevant advice and advocacy
organisations operating in the County.

The process will consist of two stages:

A dissatisfied customer should complain first of all to front line staff delivering the
service in question. If there has been a service delivery failure or if a service has not
been provided to the standard set out by the Council, they will do their best to put
matters right.

If the complainant remains dissatisfied after giving front line staff the opportunity to
address the complaint, then they may submit a complaint to the Customer Relations
Manager.

If the complainant is not satisfied with the formal internal investigation they have a right
to refer their complaint for external consideration by the Public Services Ombudsman
for Wales.

Stages 1 and 2, which form the Council’s internal processes, are described in detall
below.

This stage offers the opportunity for informal engagement at the point of service
delivery to seek to resolve complaints either at the time the concern arises or very
shortly afterwards. The first step will normally be an explanation or other appropriate
remedial action by frontline staff.

Staff should be empowered and trained to deal with complaints as they arise with the
aim of resolving issues on the spot.

Staff should be trained to recognise the significance of a complaint and understand
when it should be referred to a more senior member of staff.
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Staff may receive complaints that do not involve their own service, but that of another
department. It may be difficult to know to whom the complainant should be referred,
but at the very least all staff should be able to direct the complainant to the Customer
Relations team, who will then be able to advise the complainant appropriately.

Staff may receive a complaint that not only involves their own service but that of
another section/department. In these instances, the complainant should be referred
directly to the Customer Relations Manager, who will act as a single point of contact
between the complainant and the Council.

Staff must advise complainants how to progress their complaint to the formal
investigation stage if they are not satisfied with the outcome of their complaint at the
end of the local resolution stage.

Complainants may wish their complaint to be “fast tracked’ straight through to formal
internal investigation. This may patrticularly be so if there has been disagreements with
staff directly responsible for delivering the service. It is the complainant’s prerogative
to seek to take their complaint directly to the Formal stage of the procedure and
frontline staff should advise how they may do so.

The Customer Relations Manager will be a source of support for front line staff in
respect of local resolution.

The informal resolution stage should be done as quickly as possible and certainly
take no longer than 10 working days. If it is not possible to resolve the concern
within the relevant timescale, then the matter should be escalated to the formal
investigation stage.

“Investigate once, investigate well’ is the principle for this stage of the process.
Emphasis is placed on one investigation to deal thoroughly with the concerns raised,
rather than multiple investigations at different levels in the organisation which can
result in protracted and sometimes open ended investigations. However, the Formal
Stage element of the complaints process is intended to be flexible to respond
appropriately to the complaint.

“Investigating well’ also means conducting an investigation in a manner that is
proportionate to the nature and degree of seriousness of the complaint.
“Proportionate” means that for those complaints not so serious in their nature, the
investigation may not need to be so detailed. The following sets out how a complaint
should be dealt with at the Formal Stage.

Formal Stage complaints should be sent by the complainant to the Customer Relations
team. Any officer receiving a complaint form should forward it promptly.
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Having formally received a complaint at the Formal Stage, an acknowledgement
should be sent by the Customer Relations team as soon as is possible but within a
maximum of five working days.

If the complaint is “out of time’, ie. the issue being complained about is older than six
months (from the time that the complainant first became aware of the problem),
consideration should be given as to whether there are good reasons as to why it should
nevertheless be accepted.

The Customer Relations team will offer to discuss the matter with the complainant,
including:

e helping the person who is complaining understand the process

e confirming with them their preferred method of communication and what they
want as an outcome to making the complaint

e providing advice of relevant advocacy and support services if they need help in
making their complaint

If the complainant is complaining on behalf of someone else, consideration will need
to be given as to whether consent is needed to investigate the complaint.

Having satisfied himself/herself that (s)he sufficiently understand the details of the
complaint, the Customer Relations Manager will:

¢ identify an officer within the organisation with sufficient seniority, credibility and
independence from the source of the complaint to undertake the investigation.
(Depending on the nature of the complaint, this may still be someone within the
service section/department, but it may require someone independent from the
section/department).

e when deciding on an “investigator’, take account of whether the investigation
will need to span across more than one service and the level of seniority
required to investigate across all those areas.

Having recorded the complaint on the complaints handling system on receipt, the
Customer Relations team will keep track of (and record) progress and take
responsibility for monitoring the smooth running of the investigation, ensuring that
timescales are met. The Formal Stage complaints process should normally be
concluded within 20 working days, commencing on the day following the day that the
exact complaint is agreed between the complainant and the investigating officer. A
further ten working days should be allowed for the Head of Service to review the
contents and write to the complainant. Where this deadline cannot be met,
complainants must be informed of the reasons and the date when completion can be
expected.
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A complaint investigation should be a fact finding exercise which is open and
transparent and proportionate to the seriousness of the complaint.

However, even though the complaint has reached the Formal Stage, there may still be
potential for resolving the concern to the complainant’s satisfaction through a “quick
fix’ and without having to undertake a full and lengthy investigation. Consideration
should be given to the possibility of this.

However detailed the investigation may be, it will be documented in a standard report.

Consideration should also be given as to whether face to face meetings and/or
mediation could be a means to resolving the complaint

Evidence gathering can include:

correspondence (letters and e-mails)

notes of telephone conversations

organisational policies and procedures

good practice guidance

records (including those specifically in relating to complaint under consideration
and training records of staff involved in the complaint)
legislation

interviews (including detailed notetaking)

site plans and visits

photographic evidence

obtaining professional/expert advice

training records of relevant staff.

Recommendations arising from investigations should be Specific, Measurable,
Achievable, Realistic and Timed (SMART). To assist in this, investigating officers
should discuss draft recommendations with relevant service managers to see whether
they would be viable and advantageous.

At the end of an investigation a report should be produced.

The report should use a standard template and should include:

e background
e the scope of the investigation, as defined by the complaint agreed between the
complainant and the investigating officer
e asummary of the investigation and analysis:
0 details of key issues, setting out a brief chronology of events leading to
the complaint
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o those who were interviewed (including setting out to what degree the
complainant, and if appropriate, any affected relatives, advocates, etc.
were involved in the investigation)

o other research and evidence gathering (see 11 above)

o how it happened i.e. what went wrong

o why it happened i.e. the root cause of the problem (e.g. human error, a
systemic failure )

o the impact it had on the complainant

e findings
0 whether the complaint is found to be upheld
e recommendations, if appropriate

o if a systemic failing has been identified, an explanation of actions taken
to put things right, with a view to ensuring the same problem does not
occur again

Overall, the report should demonstrate throughout that the complaint has been taken
seriously, that the investigation undertaken has been fair and, in accord with the
seriousness of the complaint, proportionately thorough.

A report should be accompanied by a covering letter or e-mail from the relevant Head
of Service. The letter should comment on the report, offering as appropriate:

e an apology
e an offer of redress.

Even in cases where an investigation upholds the complaint and offers
remedy/redress, it may be that the complainant remains dissatisfied. Therefore, in all
cases, the letter should inform the complainant that if they remain dissatisfied then
they have the right to seek an independent external consideration of their complaint.
Information about making a complaint to the Public Services Ombudsman for Wales
should be provided, with full contact details.

As a part of “Investigate Well”, all draft Formal Stage reports and letters shall be
reviewed for consistency and quality by the Customer Relations Manager before
publication. This is purely to improve the quality of the resulting letter or report and
will not in any way infringe on the independence of the investigating officer.

For each Formal Stage investigation, decisions must be taken about the case,
including:

e the level of investigation
e the level and identity of the investigating officer

In cases where a complaint has been upheld and there is a clear systemic issue, the
appropriate Head of Service or another nominated officer should ensure that an action
plan is devised setting out how the recommendations will be implemented and identify
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who will be responsible for ensuring their implementation. When appropriate, front line
staff should be involved in this process. The plan should make provision for the
monitoring and evaluation of new arrangements introduced to assess their impact.

On closing a complaint case, the Customer Relations team will ensure that working
documents used during the course of the investigation are retained in an orderly
fashion and stored securely. If the complaint becomes the subject of further external
investigation such as by the Public Services Ombudsman for Wales, these working
documents may be needed as our evidence. In keeping with the Council’s Document
retention Schedule, complaint case records should be retained for two years
following the business year of closure at the end of the Formal Stage.

Occasionally, complaints received will involve legal or disciplinary proceedings. It may
from time to time be necessary to put the investigation of a complaint “on hold’ until
the conclusion of those other proceedings.

However, it should not automatically be assumed that this is necessary in every case.
An assessment should be made (with legal advice sought, if appropriate) to identify
whether it is possible to address the subject of the complaint, without impacting unfairly
on the other proceedings underway.

It is important that if a complainant is in a continued state of disadvantage as a result
of likely poor service delivery that every step is taken to conclude this part of their
complaint. This will mean that, if the complaint is upheld, it has been demonstrated
that the Council is doing everything it can to return them as soon as possible to the
position they would have been in if that failure had not occurred in the first place.

There are occasions when a complaint received will involve more than one
organisation.

In this case the role of the Customer Relations Manager will be slightly different.
Having established the elements of the complaint and which organisations are
involved, she will contact her counterpart(s) in the other organisation(s) involved.

The complaints officers should then decide which of them should lead on co-ordinating
the response to the complainant. It would seem sensible that this should be the
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organisation with the greatest involvement in the complaint. However, it may be
appropriate for the organisation with the largest complaints handling resource to
undertake this role.

The role of the complaints officer allocated to the complaint in question is to co-
ordinate the investigations in each of the service areas involved. The ultimate aim,
therefore, is to provide the complainant with a single comprehensive “joint’ response
on behalf of all of the organisations involved.

Even though we may contract out the provision of services to private/voluntary
organisations, this does not absolve us of our responsibility for those functions.

In a given contract, if no contractual arrangements exist to ensure that complaints
are dealt with appropriately by the contractor, the Council will retain direct
responsibility to process a complaint under this or another relevant complaints
procedure.

Complaints information should be used to improve the Council’s service delivery and
increase its effectiveness.

Information concerning complaints will be processed regularly to monitor performance
and to analyse whether patterns exist in the subjects of complaints, either within a
department or across the Council.

An annual report on complaints will be produced, drawing out lessons learnt over this
period and demonstrating how they have contributed to improved service delivery.
This will be presented to both Scrutiny Committees and the Leadership Team.

A Council-wide monitoring and management system will be used to allow:
e input of complaints details

e monitoring of status and time taken
e outcomes
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e data analysis and trends
e reporting
e lessons to be learned

Frontline staff are encouraged to report all complaints that they have dealt with
informally to the Customer Relations team so that these can be recorded on the central
complaints handling database, regardless of whether or not the complaint has been
resolved on the spot. This will mean that there will be a record of the incident should
the complaint progress to the Formal Stage of the complaints process.

To enable the identification of trends both within and across organisations in Wales,
the following top level complaint subjects will be adopted:

Adult Social Services

Benefits administration (Council Tax/Housing/Other)
Children's Social Services

Community facilities, recreation and leisure
Education

Environment and Environmental Health
Finance and Council Tax

Housing

Planning and building control

Roads and transport

Various other

Other headings will be used for internal management.

Whilst it is not uncommon for people to look for someone to blame when things go
wrong, staff should be assured that this is not the aim of an investigation. It should be
made clear that any interview that may take place is to establish facts as part of the
investigation of a complaint, and that it does not form part of a disciplinary procedure.
(However, a separate disciplinary process could take place if this appropriate.).

When requiring staff to attend for interview, they should be told the purpose of the
interview, what to expect and what preparation they need to do. They should be
advised that they can bring someone (such as a colleague) for support — although the
position of confidentiality and their role should be made clear). They should also be
advised as to what will happen after the interview.

Being the subject of a complaint is in any event a stressful situation and depending on
the circumstances of the complaint and the issues involved, it may be prudent to inform
the interviewee of staff support/counselling available.

In the same way that it is important to keep complainants informed on progress in the
investigation and its outcome, the same is true in respect of staff.

As well as informing staff involved of the outcomes of complaints and any
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recommendations that arise, there should also be a means (staff newsletters, making
the annual report available on the intranet) of disseminating to staff how the way they
deal with complaints can contribute to better public services. The organisational
culture should be that reporting a complaint and action taken is seen as a positive act
in that it assists organisational learning. If many individuals (perhaps based in many
different locations) deal with a similar type of problem without this information being
shared with others, then what may be a deep-rooted systemic problem within the
organisation may not emerge to the surface. If frontline staff inform the complainant of
this (intended) action, it is likely to have a positive effect in terms of good customer
relations.

Any complaint against an elected Member which is not concerning an alleged breach
of the Code of Conduct for Elected Members will fall under this procedure and will be
investigated by the Chief Executive or a senior officer nominated by him.

The nominated officer will inform the Customer Relations Manager of the complaint.
The investigating officer will produce a report in similar format to that used for Formal
Investigation within twenty working days of the exact complaint being agreed, and will

write to the complainant with his findings.

This is essentially a Formal Investigation, so the complainant should be advised that
further recourse is to the Public Sector Ombudsman for Wales.

The complaints function needs to be adequately resourced by appropriately trained
staff.

A mandatory staff training programme will be used to ensure that adequate skills and
competencies are developed.

The Customer Relations Manager will continually keep under review the number of
officers who are skilled and trained to conduct investigations and prepare reports.

You might wish to tell us something about our service which isn’t a complaint or a
compliment. If you do this, we will consider your comment and reply to you within 10
working days of receipt.
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If you tell us that we have done something well, we will thank you for your compliment.
All compliments will be noted and included in reports to Select Committees.

Some people may act out of character in times of trouble or distress. It should be borne
in mind that there may have been upsetting or distressing circumstances leading up
to a complaint. A complainant’s behaviour should not be regarded as unacceptable
just because they are forceful or determined. However, the actions of complainants
who are angry, demanding or persistent may result in unreasonable demands on an
organisation or unacceptable behaviour towards staff. It is these actions that are
considered unacceptable. When an officer considers that a complainant's behaviour
may not be acceptable, they should refer to the Council’'s “Unacceptable Actions by
Complainants” policy and ensure that staff receive appropriate associated training.

18






