Complaints data

Complaints data

Public services - new complaints

Subject 2022/23 2021/22
Health 37% 34%
Housing 18% 16%
Complaints Handling 18% 14%
Social Services 7% 8%
Planning and Building Control 4% 8%
COvID19 1% 3%
Other 15% 17%
Grand Total 100% 100%
Sector 2022/23 2021/22
NHS_ B_odies (including Health Boards, NHS Trusts, Dentist, GPs, 1288 15
Opticians and Pharmacists)

Local Authorities (including County/ County Borough Councils and 1032 1162
School Appeal Panels)

Social Housing sector (housing associations) 348 302
Welsh Government and its sponsored bodies 61 74
Community Councils 30 31
Other 31 42
All sectors 2790 2726
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C 2021/22
% change
from 2021/22
RecCe <10
Health Board of: per 1000 Number
aside
Aneurin Bevan University Health
Board 166 0.28 142 17%
Betsi Cadwaladr University Health
Board 225 0.33 213 6%
Cardiff and Vale University Health
Board 137 0.28 89 54%
Cwm Taf Morgannwg University
Health Board 134 0.30 113 19%
Hywel Dda University Health Board 104 0.27 88 18%
Powys Teaching Health Board 23 017 10 130%
Swansea Bay University Health
Board 137 0.36 110 25%
All Health Boards 926 0.30 765 21%
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C 2021/22

% change
County and County Borough Recelvec 2021‘1r/o2m2
Council oS e o 2
Blaenau Gwent County Borough Council 16 0.24 14 14%
Bridgend County Borough Council 55 0.38 55 0%
Caerphilly County Borough Council 49 0.28 60 -18%
Cardiff Council (Incl. Rent Smart Wales) 142 0.39 182 -22%
Carmarthenshire County Council 53 0.28 54 -2%
Ceredigion County Council 35 0.49 52 -33%
Conwy County Borough Council 31 0.27 27 15%
Denbighshire County Council 32 0.33 34 -6%
Flintshire County Council 65 0.42 99 -34%
Cyngor Gwynedd 36 0.31 39 -8%
Isle of Anglesey County Council 25 0.36 29 -14%
Merthyr Tydfil County Borough Council 17 0.29 27 -37%
Monmouthshire County Council 23 0.25 20 15%
Neath Port Talbot Council 39 0.27 45 -13%
Newport City Council 42 0.26 40 5%
Pembrokeshire County Council 44 0.36 39 13%
Powys County Council 38 0.29 55 -31%
Rhondda Cynon Taf County Borough
Council (Incl South Wales Parking 54 0.23 51 6%
Group)
Swansea Council 94 0.39 71 32%
Torfaen County Borough Council 16 017 18 -1N%
Vale of Glamorgan Council 49 0.37 61 -20%
Wrexham County Borough Council 65 0.48 71 -8%
Qggﬁ‘éﬂtz and County 1020 0.33 143 1%

128 * Annual Report and Accounts 2022/23



Housing Association % changoe;rgg
Adra 15 10 50%
Aelwyd Housing Association Ltd 1 2 -50%
Ateb Group Ltd 2 4 -50%
Barcud 4 3 33%
Bro Myrddin Housing Association 0 1 -100%
Bron Afon Community Housing Ltd 17 17 0%
Cadwyn Housing Association Ltd 6 0

Cardiff Community Housing Association 7 15 -53%
Caredig 3 0

Cartrefi Conwy 6 14 -57%
Charter Housing Association (part of the Pobl Group) 7 4 75%
Clwyd Alyn Housing Association 10 10 0%
Coastal Housing Group Ltd 6 14 -57%
Cynon Taf Community Housing Group 4 6 -33%
Derwen (part of the Pobl Group) 0 0

Family Housing Association (Wales) Ltd 0 5 -100%
First Choice Housing Association Ltd 1 0

Grwp Cynefin 5 4 25%
Hafan Cymru 0 1 -100%
Hafod Housing Association 62 28 121%
Linc Cymru Housing Association 14 9 56%
Melin Homes Ltd 3 5 -40%
Merthyr Tydfil Housing Association Ltd 1 5 -80%
Merthyr Valleys Homes 8 4 100%
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Monmouthshire Housing Association 2 6 -67%
Newport City Homes 19 8 138%
Newydd Housing Association 9 9 0%
North Wales Housing 4 8 -50%
Pobl 23 19 21%
Rhondda Housing Association Ltd 9 1 800%
Taff Housing Association 4 3 33%
Tai Calon Community Housing 10 5 100%
Tai Ceredigion Ltd 0 0

Tai Tarian 21 15 40%
Trivallis 13 17 -24%
Ty Gwalia (part of Pobl Group) 3 3 0%
United Welsh Housing Association 16 16 0%
Valleys To Coast Housing 19 20 -5%
Wales & West Housing Association 14 n 27%
All Housing Associations 348 302 15%
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Public services - closed complaints

2022/23 2021/22

Health Board No. of No. of | Intervention No. of No. of Intervention

Interventions | Closures rate | Interventions | Closures rate
Aneurin Bevan
University Health 48 160 30% 42 125 34%
Board
Betsi Cadwaladr
University Health 80 231 35% 61 193 32%
Board
Cardiff and Vale
University Health 30 129 23% 18 81 22%
Board
Cwm Taf
Morgannwg
University Health 57 141 26% 50 99 0%
Board
Hywel Dda
University Health 41 100 41% 23 82 28%
Board
Powys Teaching
Health Board 5 23 22% 3 6 50%
Swansea Bay
University Health 33 134 25% 29 105 28%
Board
All Health Boards 274 918 30% 206 691 30%
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2022/23

2021/22

County and County No. of No. of | Intervention No. of No. of | Intervention
Borough Council Interventions | Closures rate | Interventions | Closures rate
Baeray Guent County of | o of
Bragenaounty s| | e |
Cerpnly County o| e | s
gg;‘i'gggr‘;mlgg)d 26 154 17% 46 175 26%
Samertpenche AR R ] B
geredigion County 13 4t 30% 13 46 28%
888\évgli|County Borough 5 35 16% 5 2% 8%
Denbighshire County 2 33 6% 4 33 12%
pintshire County 5 70 7% 15 94 16%
Cyngor Gwynedd 5 33 15% 6 41 15%
Se of £inglesey County 5 25 20% 3 28 11%
eryr Ty Couny e e |
E:Aggrzréﬂuthshire County 1 2 5% 5 o1 10%
Neatn Fort Talbot 7 38 18% 5 45 1%
Newport City Council 8 48 17% 4 36 11%
(F;%r:r?(r:ﬁkeshire County 3 45 7% 5 40 5%
Powys County Council 8 44 18% 7 55 13%
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Rhondda Cynon Taf

County Borough
Council (Incl South 2 56 4% 3 45 7%

Wales Parking Group)

Swansea Council 10 99 10% 10 76 13%

Torfaen County
Borough Council 1 17 6% 2 20 10%

Vale of Glamorgan
Council 15 53 28% 9 62 15%

Wrexham County o .
Borough Council 6 67 9% 4 67 6%

All County and
County Borough 141 1086 13% 160 1108 14%
Councils
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2022/23

2021/22
Housing No. of No.of | Intervention No. of No. of | Intervention
Association Interventions | Closures rate | Interventions | Closures rate
Adra 2 16 13% 1 9 1%
Aelwyd Housing - -
Association Ltd 0 ! 0 2
Ateb Group Ltd 0 2 - 2 4 50%
Barcud 0 4 - 0 3 -
Bro Myrddin Housing _ .
Association 0 0 0 !
Bron Afon
Community Housing 2 18 1% 3 18 17%
Ltd
Cadwyn Housing 9 -
Association Ltd ! 6 17% 0 0
Cardiff Community _
Housing Association 0 8 ! 14 7%
Caredig 0 3 - 0 0 -
Cartrefi Conwy 2 7 29% 0 13 -
Charter Housing
Association (Part of 0 7 - 1 5 20%
the Pobl Group)
Clwyd Alyn Housing . .
Association 0 9 0 10
Coastal Housing _ o
Group Ltd 0 6 1 14 7%
Cynon Taf
Community Housing 0 4 - 1 6 17%
Group
Family Housing
Association (Wales) 0 0 - 0 5 -
Ltd
First Choice Housing R -
Association Ltd 0 ! 0 0
Grwp Cynefin 0 5 - 1 4 25%
Hafan Cymru 0 1 - 0 0 -
Hafod Housing
Association 15 59 25% 7 27 26%
Linc Cymru Housing o 9
Association 2 13 15% 2 10 20%
Melin Homes Ltd 0 3 - 0 6 -
Merthyr Tydfil Hous- - 9
ing Association Ltd 0 ! ! / 14%
Merthyr Valleys
Homes 1 8 13% 1 5 20%
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Monmouthshire - 9
Housing Association 0 b 3 6 50%

Newport City Homes 2 18 1% 0 8 -
fewydd Housing 1 10 10% 1 9 1%
North Wales Housing 1 5 20% 1 8 13%
Pobl 3 22 14% 1 17 6%
ey o| s - | oo
Association : 5 0% 0 ! -
L%i tj:s?rlw(z;n Community 0 9 0 5 _
Tai Tarian 0 22 - 2 14 14%
Trivallis 2 15 13% 3 17 18%
TSyt oo o) 3 - I |
ggggﬁ\gvglsssgciation 2 18 1% 2 14 14%
Valleys gT o Coast 5 17 29% 3 22 149
\Igvgtlfs?n%vxgsséciation ! 14 7% 2 13 15%
Grand Total 44 352 13% 41 301 14%
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Code of Conduct - new complaints

Subjects 2022/23 2021/22
Accountability and openness 10% 5%
Disclosure and registration of interests 9% 11%
Duty to uphold the law 8% 9%
Integrity 6% 8%
Objectivity and propriety 3% 1%
Promotion of equality and respect 61% 51%
Selflessness and stewardship 3% 5%
Body 2022/23 2021/22| ¢ Shands
Town and Community Councils 158 7 -8%
County and County Borough Councils 122 14 7%
National Parks 3 5 -40%
Fire Authorities 0 0 n/a
Police and Crime Panels 0 4 -100%
Total 283 294 -4%
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