RHONDDA CYNON TAF
COUNTY BOROUGH COUNCIL

Welsh Language Standards Report
2021 – 2022

Prepared in accordance with the requirements of the
Welsh Language (Wales) Measure 2011
April 2022

1

CONTENTS

Introduction

page 3

Welsh Language Services Unit

page 4

Complaints

page 9

Staff Welsh Language Skills

page 13

Training

page 16

Recruiting to Empty Posts

page 16

Contact Details for Further Information

page 16

2

INTRODUCTION: Welsh Language Standards

Rhondda Cynon Taf received its final Compliance Notice from the Welsh Language Commissioner
on 30th September 2015, which outlined the Council’s duty to meet 171 of the statutory Welsh
Language Standards established by the Welsh Government under the Welsh Language (Wales)
Measure 2011. An application to challenge 14 of the Standards was presented to the Commissioner
on 29 March 2016. Following consolidation and further consultation, the Welsh Language
Commissioner determined that no action should be applied to 9 of the Standards which were subject
to challenge and a variation should be applied to 5 of the Standards, which were subject to challenge.
The amended Compliance Notice was presented to RCTCBC on 9 th September 2016 and may be
viewed in full here
Vision
Rhondda Cynon Taf County Borough Council is committed to creating an environment which
encourages its residents to use Welsh in their interaction with the Council and supporting staff to
use Welsh in the workplace. In addition to working towards full compliance of the requirements of
the Welsh Language Standards, the Council will aim to ensure that it delivers services in line with
all key Welsh Government policies and strategies in relation to the Welsh language.
Governance and accountability
In 2014, the Council established a Welsh Language Cabinet Steering Group as a sub-committee of
the Council’s Cabinet. It is a cross-party group with community representation. The Welsh Language
Cabinet Steering Group oversees strategic developments, considers reports from relevant
departments on Welsh language issues, makes recommendations to the Council’s Cabinet and
monitors Council-wide developments. It has responsibility for assessing the Welsh Language
Promotion Strategy Action Plan and monitoring the Council’s progress as it seeks to meet the Welsh
Language Standards.
Links to Council Policies and Priorities
The Council’s commitments under the Welsh Language Standards are integrated into the authority’s
main organisational documents including the Corporate Plan (Making a Difference) and the Welsh
in Education Strategic Plan (WESP). In addition, internal policies, such as HR policies, also
mainstream Welsh language issues, which is more effective than preparing stand-alone policies to
address Welsh language matters. The Council’s priorities are also informed by legislation including
the Wellbeing of Future Generations (Wales) Act 2015 and the Social Services and Well-being Act
2016 that place responsibility on the Council to strengthen the Welsh language. The former Act
requires public bodies to work towards seven well-being goals, one of which is ‘A Wales of vibrant
culture and thriving Welsh Language,’ while the latter requires public service organisations to
consider and respond to the linguistic needs of their users when providing care and support services.
Reporting
This year has been the sixth full year of implementing the Welsh Language Standards under the
Welsh Language (Wales) Measure 2011.

This report will be published by 30 June in compliance with Standards 158 and 164 and details how
the Council has complied with the following Supplementary Standards:



Service Delivery Standards
Operational Standards
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Policy Making Standards

The report also presents data on the required indicators as follows:







number of staff who have Welsh language skills (Standard 151)
number of staff who attended training courses listed in Standard 128 if offered in Welsh
(Standards 152)
percentage of the total number of staff who attended any courses listed in Standard 128
(Standards 152)
number of new and vacant posts that were advertised during the year which were categorised
as (i) Welsh language skills essential (ii) Welsh language skills needed to be learnt when
appointed to the post (iii) Welsh language skills desirable (iv) Welsh language skills not
necessary
the number of complaints received

Welsh Language Services Unit
The Council recognises that the Welsh Language Standards are to be given a high priority due to
the risks involved in terms of non-compliance and also because of its commitment to creating an
environment that encourages its residents to use Welsh in their interaction with the Council and
supporting staff to use Welsh in the workplace. It recognises whole Council support is needed in
order to offer and promote Welsh language services from the first point of contact.
The Council invests in a 20 strong Welsh Language Services Unit which undertakes to support all
services and to provide the following:
















advice and support for all service areas on their statutory responsibilities under the Standards
translation of public facing documents
in-house Welsh language tutoring
identification of areas of potential non-compliance
recording of customer complaints
reporting on developments to the Welsh Language Cabinet Steering Group
simultaneous translation at full Council and at other meetings which are open to Members (e.g.
scrutiny committees)
simultaneous translation support to all other service areas such as legal services, human
resources
attendance at the Fforwm Iaith
liaison with Welsh-medium community organisations as appropriate
representing the Council at external meetings and be the main point of contact with the Welsh
Language Commissioner and relevant Welsh Government Departments
Cross-departmental support for general promotion of the Welsh language
Co-ordination and liaison regarding matters pertaining the Welsh in Education Strategic Plan
Co-ordination and liaison regarding the Welsh Government’s More than Just Words Strategic
Framework
Dedicated support for the National Eisteddfod of Wales due to be held in RCT in 2024

The Council invests in a Unit as a pro-active response to the new statutory environment and the
type of work that needs to be undertaken to try to support all Council services to meet the Standards
in a more cost effective manner.

A Senior Compliance and Policy Officer and a Compliance Support Officer now monitors the
performance of services across the Council and their compliance against the Welsh Language
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Standards that are relevant to them. Consequently, these roles afford the Council the opportunity to
give further mitigating support to service areas on identifying any possible weaknesses about
delivering the requirements of the Standards, in addition to continuing with some of the more
traditional duties of the former Welsh language officer role. The Welsh Language Commissioner’s
Officer has been generous in its positive feedback on the way Rhondda Cynon Taf Council Borough
Council exercises its duties with regards to the Standards. This positive partnership has encouraged
more open, constructive dialogue when if it feels the Council has fallen short on occasions.
A part-time Welsh Language Tutor also organises and delivers Welsh Language courses and
sessions for Council staff. In the past, the Council paid external providers (e.g. the University of
South Wales’s Welsh for Adults Centre) to deliver sessions for internal staff but they lacked the
desired success of tailoring the sessions to the relevant service areas. To date (31 March 2022),
the internal tutor has tutored 184 members
of
staff
at
all
levels. The
Council continues to work in partnership with the Welsh Government’s Work Welsh project, ensuring
that Council staff may access on-line support and tutoring. Additionally, the Council have on a
number of occasions supported individuals to undertake week long residential courses at
Nantgwytheryn – one of the main centres for intensive learning of Welsh, supported by WG – and
continue to encourage service areas to support learning via community classes.
In recognition of the priority given to the Welsh language by Democratic Services and the Cabinet
Office, the Welsh Language Unit now have dedicated translators at senior level to provide text
translation and simultaneous translation support to Members and Senior Officers for and at Council
and Committee meetings, going above and beyond what the Standards actually require. In order to
ensure best possible outcomes and to support other staff, two members of staff has started a postgraduate course in simultaneous translation.
Our Eisteddfod Project Officer continues to liaise with National Eisteddfod officers on behalf of the
Council with regards to the hosting of the National Eisteddfod in Rhondda Cynon Taf in 2024. Phase
1 of the National Eisteddfod's Community Project commenced in August 2021 and the Project
Officer, working alongside the Eisteddfod's newly appointed Community Officer, began researching
local community groups, with the objective of developing a community engagement strategy. During
2022 the Local Fund Committee will be developed and the Project Officer will work in partnership
with the committee to help split the catchment area into viable appeal areas, to help staff to set
individual financial targets for each area and to identify and encourage co-ordinators for each area.
Rhondda Cynon Taf’s target is now set at £400,000.
Guidance documents and resources continued to be produced and disseminated during 2020-2021
(examples below)
Partnerships Flow Chart
The Unit published a decision flow chart to help and support senior leaders and officers understand
the requirements of the Welsh Language Standards when working in partnership with other
organisations.
Welsh Language Level 1 – Elected Members
In collaboration with colleagues in Democratic Services, Welsh Language Services updated the
Welsh Language Level 1 training - originally tailored for staff – to be appropriate for elected
members. This training was shared via a global email with all Councillors and will be regularly
disseminated during induction periods. The same training will be available again to new Councillors
elected in May 2022. In addition to this, Welsh Language Services and Democratic Services have
developed a further Welsh language training course for committee chairs and vice-chairs, with the
aim of increasing the amount of Welsh used in meetings, particularly during standard items such as
declaring interest and receiving the minutes. This will be rolled out to newly-appointed chairs and
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vice-chairs in June 2022.

Newsletter
In light of the pandemic and the changing nature of the way we communicate as an organisation with an emphasis on e-communication, the Unit decided it would be good practice to generate a
quarterly newsletter to highlight some of our main areas of work and to support compliance with the
Standards. Examples of articles include information for staff on digital Welsh language tools to help
with their work, the Council’s consultation on its 5-year strategy for the promotion of the Welsh
language, and a guide for staff to set bilingual out of office messages for the Christmas holidays.
Video Decision Tree
The Unit published a Video Decision Tree to help and support the organisation to comply with the
relevant standards when we commission or create videos for use on our websites and social media
channels. This was especially important given the exponential rise in service areas’ use of videos
as a communication tool in light of the pandemic.

Learn Welsh Campaign
This year saw the second formal, integrated, campaign to encourage staff to learn Welsh at RCT
Council. Our poster and information booklet, which listed all community and virtual provision, was
sent to all council staff with the result being that all Council run courses were fully booked in the first
few weeks. We intend to launch a similar campaign each year to ensure more people are
encouraged to learn – and in a way that they are happy with – online, in a classroom, or
independently.

In addition, the Welsh Language Services Unit have led on many successful projects. Of
particular note are the following:
Grants Guidance
RCT Council have led regionally on the creation of Guidance on Awarding Grants in response to
guidance issued by the Welsh Language Commissioner regarding Welsh Language Standard 94.
As the guidance is rolled out in 2022–23, our Compliance Support Officer will arrange follow-up and
support meetings to discuss its implementation. Several organisations within our region are currently
in the process of adopting the Grants Guidance.
Welsh Language Impact Assessment Framework
In response to the Welsh Language Commissioner’s guidance document and workshop on Policy
Making Standards, the Council has invested in additional resources to ensure enough capacity to
support the creation of a new assessment framework. The framework requires all policy decisions
to have a Welsh Language Impact Assessment conducted as a normal aspect of policy making at
RCT Council. The Council has received positive feedback from the Welsh Language Commissioner
with regards our new framework and investment and is keen to hear more about our Review Panel
and the role it plays in scrutinising policies at an officer level.
ICT Procurement Toolkit
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Following the publication of a Welsh Government toolkit to make procuring multilingual technology
easier, RCT Council have successfully integrated the toolkit into its procurement processes. This
means that Welsh Language IT considerations are being discussed early in the process to ensure
they are an essential part of the procurement process.
Welsh in Education Strategic Plan
The unit has continued to support the co-ordination of the Council’s Welsh in Education Strategic
Plan and associated support for the engagement and consultation, and marketing sub-group
activities.
5 year a strategy to facilitate and promote the Welsh Language
The Unit has continued to lead on the Council’s 5 year strategy to facilitate and promote the Welsh
Language, focusing on growing the number of people able to speak Welsh by 6.8% to 29,670 by
2021, increasing the use of the Welsh language in all aspects of community and public life, and
raising awareness of the importance of the Welsh language as an essential part of the cultural
identity and character of the South Wales valleys.
During 2021-2022 a formal evaluation of the strategy and targets was completed and published on
our website – this was in compliance with the requirements of Standard 146.
A committee report can be found online here.
The Unit has also led on the engagement events and activities associated with our consultation on
our new 5 year strategy to be published during the 2022-2023 financial year.
Hybrid Meetings and Simultaneous Translation Services
Welsh Language Services have successfully supported ICT and Democratic Services officers to
ensure full compliance with the Welsh Language Standards by ensuring members of the public and
our Councillors are able to contribute to meetings in Welsh if that is their wish. ICT, through the use
of Zoom, have enabled an environment where language channels can be added to Zoom meetings
to allow persons to listen in Welsh or the English simultaneous translations depending on their
preference. Additionally, with the introduction of hybrid meetings and online streaming services,
we’ve managed a bespoke solution to ensure compliance with the regulations. Members of the
Welsh Language Services team, supported by ICT, have been working directly with Microsoft to test
the new simultaneous translation functionality in Teams. It is hoped that this will be widely available
to Council staff in due course and will facilitate the use of simultaneous translation more widely
across service areas.
Welsh Language Buddy Scheme
Welsh Language Services regularly receive feedback that there are very few opportunities
afforded to staff to practice using Welsh in the professional workplace, especially those staff on a
Level 3 and 4. We have attempted to combat this by establishing a Buddies Scheme where staff
meet on a monthly basis, to help encourage more usage and confidence – in light of the
pandemic this was temporarily paused but has since been re-launched and 30 members of staff
have registered for the scheme and meet on a monthly basis.
Culture Campaigns
Welsh Language Services promoted the following Culture Campaigns during 2021-2022:
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Dydd Gŵyl Dewi
In collaboration with RCT Arts Service, Welsh Language Services commissioned local artists to
produce a song for our schools to learn during 2021-2022. A video recording of the song, which
included 8 schools, was published as part of our 2022 celebrations which also included messages
to our communities on our social media platforms and a quiz completed virtually by nearly 400 staff
members.
Welsh Language Rights Day
In collaboration with the Welsh Language Commissioner, Welsh Language Services promoted
Welsh Language Rights Day by asking all Council services with social media platforms to think of 2
or 3 areas they could highlight where they provide an exceptional Welsh Language service. This
resulted in brilliant coverage across Council platforms – of note was our Youth Education and
Participation Services producing a video highlighting that 25% of their staff base are Welsh speaking
and therefore their provision is available in Welsh at all times.

Other service areas
All Council service areas resumed their reporting of relevant developments in their Annual Service
Self-Evaluations. However, given the resources allocated to the Council’s Covid-19 response, growth
has been somewhat subdued when compared with previous years. The details noted in each Service
Self-Evaluation are at Appendix 1 in accordance with Standards 158, 164 and 170.
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COMPLAINTS: STANDARD 158(2) 164(2) 170(2)(d)
The following complaints were received, or continued to be investigated, during/in 2021–2022:
Complaint Date
May 2019
(now closed)

Nature
Education Services:
Allegation of failure to
comply with
consultation standards
when consulting on the
proposed school reorganisation in the
Pontypridd area.

October 2019
(now closed)

The Executive:
Welsh Language
Allegation that decision Commissioner
makers have not
(CSG633)
considered the
requirements of
standard 88 and 89
when making
decisions regarding reorganisation of schools
in the Pontypridd area.

November 2019
(now closed)

Revenues and
Benefits:
Website provision in
English only.

Member of the public.

October 2020
(now closed)
(see similar issue
from November 2019)

Revenues and
Benefits:
Council tax online
Services not available
in Welsh.
Pension Service:
Correspondence in
English only.

Member of the public.

May 2021

Children’s Services:
Correspondence sent
in English only

Member of the public.

June 2021

Tourism:
Complaint concerning

Member of the public.

April 2021

Via
Welsh Language
Commissioner
(CSG548)

Member of the public.

Outcome / Response
The Council received
the final Report and
Decision notice on the
11 August 2020. The
Council responded
with evidence of its
compliance with the
required actions within
the timeframe set by
the Welsh Language
Commissioner.
The Council received
the final Report and
Decision notice on the
19 July 2021. The
Council responded
with evidence of its
compliance with the
required actions within
the timeframe set by
the Welsh Language
Commissioner.
E-account processes
available in English
and Welsh following
support from Welsh
Language Services.
E-account processes
available in English
and Welsh following
support from Welsh
Language Services.
Complaint upheld.
Apology provided to
the customer. Staff
reminded of the
requirements via the
Council’s
correspondence
decision tree.
Complaint upheld.
Apology provided and
staff reminded of the
requirements via the
Council’s
correspondence
decision tree.
The customer was
provided with an
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the use of Welsh in
tourism adverts.

explanation of the
Council’s statutory
responsibilities to
provide services and
promotional activities
in Welsh in line with
the Welsh Language
Standards (No.1)
Regulations 2015.

July 2021

Parks and
Countryside:
Incorrect Welsh used
on Caffi Lido signage

August 2021

Highways:
Member of the public
Welsh Language street via the Welsh
name request.
Language
Commissioner.

August 2021

Consultation Team:
Consultation website
functionality not
working on the Welsh
Language version of
the site.
Housing Services:
Allegation that a
member of staff’s
Welsh was not of a
good enough standard
in an email with a
customer.

Member of the public.

HR Services:
Allegation that the
council used the
incorrect translation of
the word ‘performance’
on a policy document
sent to schools.
Adult Services:
Allegation that a client

Member of the public.

August 2021

August 2021

August 2021

Member of the public.

Welsh Language
Commissioner
(CS076)

Welsh Language
Commissioner

The Council do not run
the site in question but
have spoken with
manager of the private
business to advise of
correct translation.
Also sgnposted to
Welsh Governent’s
Helo Blod Service.
Customer advised that
street name plates are
only replaced when
they come to the end
of their lifespan and at
that point a Welsh
language version of
the street name will
also be included in the
sign.
Complaint Upheld.
Website functionality
updated to provide
parity of service.

The Welsh Language
Commissioner held
that the messages
were comprehensible
and intelligible - and
therefore decided not
to investigate the
matter.
Complaint not upheld.
Explanation provided
and referenced to
Geiriadur Prifysgol
Cymru.

Following a statutory
investigation the
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wasn’t provided a
Welsh Language
assessment.

(CS054)

September 2021

Customer Care:
Council Contact
Centre not providing a
Welsh language
service.

Member of the public.

September 2021

Leisure Services:
No Welsh Language
text being used on SM
channels.

Member of the public.

September 2021

Education Services:
Admissions process
differs on the Welsh
and English side of the
admissions website.

Member of the public.

October 2021

Parks and
Countryside:
Incorrect Welsh used
on Caffi Lido signage

Member of the public.

October 2021

Education Services:
Direct URL to Being

Member of the public.

complaint was not
upheld by the Welsh
Language
Commissioner. He
found that we had
complied with the
necessary Welsh
Language Standards
in our interaction with
the client but
recommended 4
actions for the purpose
of improving the
experience of Welsh
language users.
Complaint not upheld.
Customer care have
an agreed process to
deal with Welsh
speaking customers
when no Welsh
speaking staff are
available to answer
their queries. Welsh
essential roles have
been advertised
recently to support
provision.
Complaint upheld.
Apology provided and
service audited and
reminded of statutory
responsibilities.
Complaint upheld.
Matter investigated
and customer provided
with manual form in
interim to allow for
admission process to
be completed in time.
The Council do not run
the site in question but
have spoken with
manager of the private
business to advise of
correct translation and
have also connected
the business with the
Welsh Government’s
Helo Blod service to
provide free translation
of text.
Complaint upheld in
part. The EN or CY
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Bilingual booklet not
working in Welsh.

December 2021

Highways:
Allegation that a street
sign had the incorrect
translation of the word
Green.

Member of the public
via office of Chris
Bryant MP.

December 2021

Parks and
Countryside:
Incorrect translation for
Boxing Day used on
Lido Ponty website.
Highways:
Allegation that a street
sign had the incorrect
translation of the word
Green.

Member of the public.

February 2022

Highways: Allegation
that a street sign had
the incorrect
translation of the word
Fairlands

Members of the public
via the office of
Councillor Joel James
MS.

March 2022

Revenues and
Benefits: Council Tax
letter sent to resident
in English only, when
previous request for
Welsh-only
correspondence had
been made.

Member of the public.

March 2022

HR: Allegation that a
phrase in the Welsh
version of the Dignity
at Work Policy gives
contradictory
information to that
provided by the
corresponding phrase
in the English version.

Trade Union
representative via a
member of staff.

February 2022*
*Also independently in
Dec 2021

Member of the public.

URL’s were not
working at the time of
the complaint. URL’s
updated and now
working.
Complaint not upheld.
Resident advised that
the Welsh version is
correct. Geiradur yr
Academi referenced
within the response.
Complaint upheld.
Website updated.

Complaint not upheld.
Resident advised that
the Welsh version is
correct. Geiradur yr
Academi referenced
within the response.
Complaint not upheld.
Councillor advised that
the Welsh version is
correct. Geiradur yr
Academi referenced
within the response.
Complaint upheld.
Matter investigated ad
apology issued to
resident. Account
updated to reflect
language preference.
Service was reminded
of its statutory
obligations and
decision tree regarding
language of
correspondence was
shared with staff.
Complaint upheld.
Welsh version
amended to reflect the
correct phrasing used
in the English.
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STAFF WELSH LANGUAGE SKILLS: STANDARD 170(2)(a)
This section outlines the number of employees/post holders who had Welsh language skills at the
end of October 2021. Due to a change in a Human Resources system the new data will not be
available until 2022–23. The figures are based on the records kept in accordance with Standard 151
based on the requirements of Standard 127.

Year

Staff Base
*

17 - 18

7061

18 - 19

7067

19 - 20

Staff Type

No Skills **

%

4730

66.99%

Non-schools based staff

3871

54.78%

7181

Non-schools based staff

3134

43.64%

20 – 21

7351

Non-schools based staff

3264

44.40%

21 – 22

7370

Non-schools based staff

3211

43.56%

Year

Staff Base
*

Fluent

%

17 - 18

7061

402

5.69%

18 - 19

7067

Non-schools based staff

491

6.95%

19 - 20

7181

Non-schools based staff

569

7.92%

20 – 21

7351

Non-schools based staff

622

8.46%

21 – 22

7370

Non-schools based staff

660

8.95%

Year

Staff Base
*

Welsh Language
Level 1

%

17 - 18

7061

1562

22.12%

18 - 19

7067

Non-schools based staff

2261

31.99%

19 - 20

7181

Non-schools based staff

2658

37.01%

Non-schools based staff

Staff Type
Non-schools based staff

Staff Type
Non-schools based staff
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20 – 21

7351

Non-schools based staff

2914

39.64%

21 – 22

7370

Non-schools based staff

2985

40.50%

Welsh Language
Level 2

%

18 - 19

7067

Non-schools based staff

315

4.46%

19 - 20

7181

Non-schools based staff

349

4.86%

20 – 21

7351

Non-schools based staff

363

4.93%

21 – 22

7370

Non-schools based staff

368

4.99%

Welsh Language
Level 3

%

129

1.83%

Non-schools based staff

18 - 19

7067

19 - 20

7181

Non-schools based staff

137

1.90%

20 – 21

7351

Non-schools based staff

146

1.98%

21 – 22

7370

Non-schools based staff

146

1.98%

Welsh Language
Level 4

%

119

1.68%

Non-schools based staff

18 - 19

7067

19 - 20

7181

Non-schools based staff

143

1.99%

20 – 21

7351

Non-schools based staff

162

2.20%

21 – 22

7370

Non-schools based staff

162

2.19%

Welsh Language
Level 5

%

372

5.26%

18 - 19

7067

Non-schools based staff

14

19 - 20

7181

Non-schools based staff

426

5.93%

20 – 21

7351

Non-schools based staff

460

6.25%

21 – 22

7370

Non-schools based staff

498

6.75%

*Staff base is not a headcount, it includes multiple employment i.e. An employee will be counted
for every post that they hold. The staff bases also include casual employees.
**Figure also includes staff who have yet to reply to the questionnaire.
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TRAINING FOR STAFF: STANDARD 170 (2)( b) and ( c)

There was no change from the 2020-2021 position with regards to training on Recruitment &
Advertising, Performance Management, Complaints and Disciplinary procedures, Induction, Dealing
with the Public and Health and Safety, based on the records kept in accordance with Standard 152
based on the requirements of Standard 128.

RECRUITING TO EMPTY POSTS: STANDARD 170 (ch)
The following figures are kept in accordance with Standard 154 based on the requirements of
Standard 136. From September 2017 all new posts are designated Welsh essential Level 1 (basic
Welsh) with options for managers to recruit on level 2 to level 5 depending on post. The number of
posts at level 1 to 5 are as follows:
Welsh Language Skills

L1

609

Welsh Language Skills

L2

2

Welsh Language Skills

L3

3

Welsh Language Skills

L4

2

Welsh Language Skills

L5

23

Progress in this area has been slow considering last year’s figures and the admission by service
areas that more Welsh speaking skills are needed. More work needs to be undertaken to raise
managers’ awareness of the importance of the recruitment assessments as an integral part of
workforce planning. Increasing Welsh Language speaking officers will directly mitigate any areas of
concern with regards to the delivery of Welsh Language.

Further information:
Welsh Language Services Unit
Rhondda Cynon Taf County Borough Council
Pavilion D
Clydach Vale
Tonypandy
Rhondda Cynon Taf
CF40 2XX
Tel: 01443 570001
Email: Welshlanguageofficer@rctcbc.gov.uk
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Highway Maintenance and Management
The Highway Maintenance and Management Service continues to embrace the Welsh Language
Standards and accordingly has expanded the services it provides through the medium of Welsh.
Following recruitment there are now a number of members of staff (10+) within the Service who have
a reasonable knowledge of spoken and written Welsh and a number of staff who are currently
engaged in courses to learn the language.
When we undertake residents consultations or when there are ‘letter drops’, all communications are
undertaken bilingually i.e. through the medium of English and Welsh.
As part of any public exhibitions there is always the presence of Welsh speaking staff to answer /
converse in Welsh with the public if so required.
During the routine maintenance of sign or street nameplate renewal, all replacement signage is now
bilingual. Provision of new street names is now Welsh only, thus further promoting the Welsh
Language.
As part of mitigating the potential issue of customers wanting to discuss or pay parking fines in
Welsh, we have established a direct link with the Council’s call centre.
Potential areas for improvement:
Continue to encourage staff to take up learning opportunities in the Welsh language.

Community Wellbeing and Resilience Service
The Service continues to strive to provide its services through the Welsh language and comply with
the requirements of the Welsh Language standards.
All written material available to the public, including online information and applications are available
bilingually and all initial points of contact with the public are bilingual. Children and Family Centre
receptionists as well as the central Business Support Team answer all phones and greet members of
the public bilingually.
Language skills are strengthened through recruitment where possible, although it is not always
possible to recruit individuals with the necessary skills for the post who also have the necessary
Welsh Language skills. When engaging with services, families are always asked for their language
preferences and Welsh language speakers assigned to work with individual families.
All new staff across the Community Wellbeing and Resilience Service are supported to complete the
LA’s Introduction to Welsh training and fully supported to complete any further training in work time.
The Welsh in Education Strategic Plan (WESP) 2022-2032 is in final draft for submission to WG.
This plan details the Council’s vision for Welsh Medium and Welsh Language Education. It has been
produced alongside internal and external stakeholders including Welsh Medium Community
Organisations. The WESP contains a detailed action plan and will be monitored through biannual
meetings to ensure that progress is made against the outcomes. Both the Flying Start Childcare and
the Youth Engagement and Participation Service have responsibilities for delivering actions within
the WESP. These include ensuring an equal offer in both English and Welsh medium provision;
training opportunities for Welsh medium organisations to become qualified delivers of provision;
raising the profile of the Welsh language and culture within regular sessions like youth clubs; and
17

delivering more bilingual sessions in English medium clusters.
Flying Start is contributing towards Outcome 1 of the 2022-2032 WESP – ‘More nursery / three year
old learners receive their education through the medium of Welsh’.
The Flying Start Childcare offer is available through the medium of English and Welsh, and parental
preference will always be accommodated. At present, 25% of all Flying Start childcare is available
through the medium of Welsh in line with the availability of mainstream education however only 19%
of the available places are filled with parents ultimately choosing location of the setting over their
original language preference.
The last Flying Start tender exercise was undertaken in 2018 and commissioned a total of 686 Flying
Start childcare places across 32 childcare and early years providers. Of these places 22.7% (156)
were Welsh medium places, commissioned via 9 childcare and early years providers.
Since this time an additional 34 Welsh medium and 12 English medium childcare places have been
purchased via approved childcare providers, taking the total number of childcare places purchased to
732. This is due to parent / carer choice or insufficient space available in local childcare and early
years settings.
A review in November 2020 identified that only 90.0% (659) of the total 732 commissioned childcare
places were filled. Of the total 156 Welsh medium childcare places originally commissioned only
58.9% (92) were filled. This suggests that the Welsh medium childcare places commissioned were
not in the correct localities.
However, despite having commissioned additional Welsh medium places to address this of the 190
available places only 126 are filled. Of the whole Flying Start cohort only 19.1% are attending a
Welsh medium childcare provision.
To increase the take up of Welsh medium places we are currently reviewing the commissioning
arrangements by introducing a new Flexible Framework. The introduction of the Flexible Framework
will offer the opportunity for any Welsh medium childcare providers (subject to meeting
predetermined QA standards) the opportunity to become a FS provider without having to go through
a competitive tendering process. It is hoped that this streamlined process will offer more choice to
parents and better geographical spread across the authority and this will in turn increase the take up
of Welsh medium FS places, leading to an increase in parents choosing Welsh medium education for
their child.
Mudiad Meithrin have been consulted on the plans to introduce a new Welsh medium Flexible
Framework and have also fed into the Quality Assurance Framework which has been developed and
they are fully supportive of the change which will be introduced in 2022.
All Flying Start childcare settings use observational and assessment monitoring tool scores for the
Welsh language element of the tool. Those identified as not having adequate conversational Welsh
skills will be referred for additional Welsh Languages courses. The Benefits of Bilingualism booklet is
circulated within all FS commissioned and LA Childcare settings for staff to share with parents.
The Youth Engagement and Participation Service has a dedicated Welsh speaking Youth
Engagement Officer in each of the 4 Welsh secondary schools. The YEO offers support to young
people to improve their resilience; delivers accredited courses and they are also the main point of
contact for all after school provision offered by the service to young people. There were also
activities offered throughout the school holidays through the medium of Welsh.
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The YEP Service has an SLA with Menter Iaith to deliver a programme of open access youth and
targeted activities to young people living in RCT through the medium of Welsh. This includes the
delivery of 4 Youth Forums across the Welsh Medium Secondary schools in RCT. The forums had
been suspended during lockdown but have reconvened in the autumn term 2021/22 via a virtual
platform. Since Covid-19, the sessions are focussing on the impact of the pandemic on young
people, looking at their changing needs and discussing who these can be met.
The delivery of Welsh medium play opportunities remains a gap in provision for the team. This is due
to a lack of play providers that can confidently deliver through the medium of Welsh. Throughout the
summer of 2021, the Play Development Team commissioned Clybiau Plant Cymru to deliver a series
of roadshow sessions in community venues across RCT, offering sessional play session to children
and their families. These were delivered bi-lingually and using this relationship, work has begun to
commission regular Welsh medium play sessions across RCT as a legacy of the pandemic.
The sessions that Parenting and Talk and Play (TAP) offered during lockdown were all translated
with subtitles in Welsh, and if a family requested information in the medium of Welsh all information
was translated for them. This has continued with all information or workbooks now being bilingual.
TAP video resources are available in Welsh and English and a number of staff within the team are
currently learning Welsh to be able to extend the reach of the service and provide early language
support for Welsh.
All commissioned partners have to comply with The Welsh Language Standards as appropriate to
the service being delivered. The Flexible Funding Team identifies which of the 170 Welsh Language
Standards are relevant to the contracted service and these are listed within the service specification
prior to tender. The Monitoring Officers undertake quarterly monitoring visits to ensure contract
compliancy including compliancy checks on the Welsh Language Standards.
A separate Welsh Language Standards Audit is undertaken with providers on an annual basis by the
Monitoring Officers. The findings from the audit are reported back to providers as part of their annual
performance review meeting and any non-compliance is identified as requiring urgent action.
The Funding Flexibilities team has also sought advice relating to services for our commissioned
providers to support with areas such as the translation of documents. Where the services are recommissioned advice is sought from the Welsh Language team to ensure compliance. An example
of this was to seek advice relating to Welsh Leaners and the level expected to deliver in a Welsh
Medium setting.
Potential areas for improvement:
• Continue to support staff wishing to develop their Welsh language skills.
• Alternative learning methods to be explored to allow more staff to access training to increase Welsh
language proficiency across a range of roles.
• When undertaking the forthcoming Flying Start Childcare re-commissioning activity, review and
improve the availability of Welsh medium provision as a key element.

ICT & Digital
The Service provides its services and complies with Welsh Language requirements, in accordance to
the standards and with the Welsh Language Measure. We provide or support the following : –
 Offer Contact Centre assistance in both the medium of English & Welsh;
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Offer Service Desk assistance in both the medium of English & Welsh;
Support Welsh Medium Schools in the provision of ICT;
Support the procurement of Welsh language Systems and software;
Digital & IM Bulletins bilingually;
All published data protection guidance and key documents are bilingual.
All Data Protection Privacy notices are bilingual
Bilingual email footers, out-of-office assistants;
Offer Welsh Language Translation software tools (Cysill) that can be deployed to staff as
needed;
Provide Global Email Messages to all staff, members and Schools bilingually;
Deployed Welsh Language Interface tools through MS Office (Cysgair) to all staff within the
Council.
Provide the ability to have Welsh Language MS Office full functionality;
Staff attendance at Welsh Language Courses.
Applying Welsh Language questions to our procurement process for tendering
Welsh Translation software available through the introduction of 365
Webcasting (Committee Meeting) providing Welsh Subtitles.
Bilingual website and splash page- website bilingual for all information and transactions
Online forms bilingual
Worked with the Welsh Language Unit to ensure that key social care documentation in
WCCIS captures the preferences of service users & their carers in relation to the use of the
Welsh language

Potential areas for improvement:
Review Welsh Language standards when renewing contracts for existing systems.

Democratic Services and Communication
Consultation & Engagement
 All Consultation and Engagement documents are available in the Welsh language. We have
an excellent working relationship with the Welsh language department within the Authority
through the need to translate the vast majority of the work we undertake. We also assist the
Welsh language department with their own consultations. The department continues to
support staff members who want to learn Welsh to help them with engaging with Welsh
speakers at the various engagements, which we deliver.





We have introduced a new question to be used in surveys, to assess the impact that any
change will have on the Welsh language or Welsh speakers, which is line with the
requirements of the Welsh Language Measure.
We provide a bi-lingual option for online or offline public meetings.
All consultation responses are used to inform Equality Impact Assessments and Welsh Impact
Assessments. New Data Analyst post to support and provide the research and evidence
required by services to take projects/proposals forward.
Staff are actively encouraged to take up the training on offer.

Cabinet & Communications
 All external and internal communications are provided bilingually.
 Communications team support the promotion of Welsh language events and awareness days.
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Communications team continue to provide advice to service areas around the use of the
Welsh language in their communications.

Member Support
 Elected Members / Officers and Members of the public are encouraged to participate in
Committee meetings bilingually through the provision of translation services at each meeting.
 3 Members of the Council Business Unit are confident Welsh speakers.
 Regular communications are taken forward between the Council Business Manager and
Welsh Language Officers to ensure support arrangements for Members through the use of
Welsh language.
 Welsh Language provision – The Council took forward the use of the Zoom platform to take
forward their virtual Committee meetings due to the bilingual opportunities within the software,
unlike virtual platforms such as teams (which was utilised by other Local Authorities) therefore
ensuring the Welsh Language Standards were continually met. Recordings to the virtual
meetings are available on the council website with subtitles provided when translation was
used.
 Advancements in the Council Chamber now allow a dedicated translation booth which assists
both translators and provides a better experience for those Members using the translation
provision.
 With the use of the webcasting facilities for future committee meetings This technology allows
the opportunity to record the meetings and publish to the webcasting micro site. The
recordings provide a recorded stream through an English and Welsh channel. Recordings are
available instantly following a meeting.
 Assisting in the creation and formation of the Newly introduced Impact Assessment Review
Panels which looks to strengthen impact assessments for the benefit of the community and its
residents, amending the cabinet and committee reporting style to reflect the statutory required
socio-economic duty as well as the Welsh language impact assessment requirements.
 Publishing of agenda within the required Statutory guidelines with all agenda’s being bilingual
as in accordance with the Welsh Language Standards.
 Dedicated translation team who work closely with the Council Business Unit providing instant
translations
 Bi-lingual correspondence with all elected Member via email
 Interaction of staff within the Council business unit to use Welsh in the workplace through
discussions with Senior translators when requesting work and to Elected Members via email
and telephone calls.
 The Welsh Language Cabinet Steering Group, which is a cross party group of Members and
Officers looking at policy development and service trends to strengthen Welsh language
across the Council for the benefit of Members.
 Utilising the Modern Gov app, allowing Members to have a language preference when
accessing Committee papers.
 Recent promotion of the Level 1 Welsh course available to Members via email.
Potential areas for improvement:
 Working with translation to see if further documents i.e. – non decision Committee meetings
can take forward bilingual materials (Minutes). This is constantly open to review by the
Council Business unit and translation team.
 Work may need to be taken forward with the translation Unit in respect of the receipt of Epetitions through the Modern Gov system has previously indicated – although we are aware of
a wider review being taken forward by Welsh Government.
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Working with the translation unit with the production of e-learning modules to ensure that they
are available bilingually to Members.

Adult Services
Adult Services continues to respond effectively to the requirements of the Welsh Language Standards and
Welsh Government’s “Mwy na geiriau/More than just words: A Strategic Framework for Promoting the Welsh
Language in Health, Social Services and Social Care” - working closely with colleagues in the Council’s Welsh
Language Team to ensure we are complying with the aforementioned requirements. Overall, good progress is
demonstrated against the plan.
As reported in previous annual evaluations, Adult Services front-line staff make an active offer of
communication in Welsh if it is someone’s preference. Arrangements are then made for a Welsh speaking
member of our staff to have the conversation and to work with them. We record people’s language preference
on WCCIS, which informs subsequent communication, and we check preferences on language when core
data is checked.
All correspondence and written material available to the public, including online information and DEWIS, are
available bilingually to ensure compliance with the Standards. Staff are aware of the requirements of the
Standards and what it means for how they work. We also monitor our external service providers to ensure
they comply with the Standards – no issues identified.
Over the last year, Welsh Government conducted a formal review of the More than just words framework and
consulted on a new approach - we are waiting for Welsh Government to publish the review outcome and new
action plan.
This year the Welsh Language Commissioner undertook a standards enforcement investigation into a
complaint about our alleged failure to comply with Welsh Language Standards i.e. Standards 26 & 26a. The
investigation report concluded “that the Council has not failed to comply with standards 26 & 26a” but
recommended 4 actions for the purpose of improving the experience of Welsh language users. The
recommendations have been accepted and will be actioned with the support of the Welsh Language Team.
With regards to Welsh speaking members of staff within Adult Services, a breakdown as of September 2021
from Vision is provided below:
Adult Services Staff: 1627
Level
Number
Level 3
19
Level 4
32
Level 5
55

Percentage
1.1%
1.96% - Council Target is 12%
3.38% - Council Target is 1

Care and Support is working with the Council’s Welsh Language Team to deliver informal Welsh language
sessions to improve staff’s confidence to speak in the Welsh language.
Potential areas for improvement:
• Delivery Welsh Language Commissioner recommended actions for improvement

Public Protection and Regulatory Services
The service is actively engaged with the Welsh Language Service to ensure all of our processes and
communications are compliant with Welsh Language Standards.
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We have developed a Decision-Making Chart to aid officers in achieving compliance. This was
identified by the Welsh Language Compliance Officer as good practice and has been rolled out to
other parts of the Council.
As part of our review, we have already achieved the following:
 Ongoing review of Website pages / removal of non-compliant pages. This reviewed was not
completed due to the Pandemic and resources being diverted
 Review of all standard forms / letters
 All Facebook posts in Welsh and English
 Systems in place to capture language preference on our main database and during data
collection (e.g. inspection forms) to ensure we respond appropriately.
 Supporting a number of staff to undertake intermediate Welsh language training as well as
basic training.
 A first language Welsh-speaker casual Registrar is available for the registering of births and
deaths, and the solemnisation of marriage; and an ‘emergency’ Welsh-speaking Registrar is
also available. This year, one birth registration was requested to be conducted in Welsh, and
this was facilitated.
 Officers are making use of the automated responses ‘Rydw i'n siarad Cymraeg’ and ‘Rydw i'n
siarad rhywfaint Cymraeg’ in their e-mails. This is permitting Welsh speaking practice whilst
working from home.
 The TTP Service all correspondence is bilingual ie, SMS messages and E- forms. When a call
is made from the service the caller is asked if they wish the call to be in Welsh.
Potential areas for improvement:
 Increase proportion of Welsh speakers in sections to deal with social media translations and
ensure an adequate bilingual service can be provided where requested.
 Continue to review all correspondence to ensure that it complies with Welsh language
standards

Streetcare & Waste Services
The service is reviewing and working towards full compliance with the Welsh Language Standards in
terms of policy documents, correspondence and face-to-face contact with the public.
Standard and service change letters, leaflets, posters and highway/livery signage is produced in both
Welsh and English. We also ensure any information featured on our website is also bi-lingual.
We did not receive any complaints from the Commissioner and have not had to deal with any service
requests through the medium of Welsh in 20/21. Colleagues from customer care assisted us during
this process.
Staff are advised on induction on our service requirements under the Welsh Language Measure.
Since the last assessment, we have continued to identify and encourage staff who either would like
refresher training or start a beginner’s course on conversational Welsh. We have updated our
training files on who in the service are fluent and partially fluent in conversing in Welsh.
The service strives to provide training opportunities and ensure all staff are appropriately trained and
aware of Council policies. In order to ensure continuity of service delivery alternative methods of
training and awareness raising is considered e.g. early morning training for waste and cleansing
operatives in depots.
23

All new staff trained to level one status.
All new purchases of bins and signage all have Welsh translation above the English wording.
Potential areas for improvement:
• To offer staff who deal with members of the public on a daily basis Welsh Language training.

Community Services
The following table highlights the level of Welsh Language skills across Community Services
according to information held on Vision. As staff gain additional skills it is the responsibility of
managers to update the information to ensure an accurate reflection of Welsh language skills among
their teams.
Service area

Total posts
(including
casual staff)

Total Level 3

% of Total
posts

Total Levels
4&5
(FLUENT)

Adult
Education
Inspire to work
Library
Service
One4All
Welsh
Language
Services
Arts Service
Employment
Support
Community
Development
Total

31

1

3.23%

7

% of Total
Posts
(Target + 1218%)
22.58%

6
98

0
1

0.00%
1.02%

0
7

0.00%
7.14%

9
17

0
0

0.00%
0.00%

1
17

11.11%
100%

105
70

1
1

0.95%
1.43%

28
6

26.67%
8.57%

15

0

0.00%

1

6.67%

351

4

1.14%

67

19.09%

Welsh language offer is available across all service areas but there are challenges in respect of
ensuring access to Welsh language customer services in services where there are multiple delivery
locations. This is especially true of libraries and Employment Support provision. However, some of
this has been addressed through the enrolment of staff on Welsh language refresher courses and
releasing staff for a mixture of basic level courses and higher-level courses. The adoption of blended
delivery for employment support makes providing an online Welsh language service easier as staff
can provide mentoring from one location without the need to travel across the county to provide the
service. There is a recognition that we need to attract Welsh speakers to service areas that are
overly - reliant on 1 member of staff for providing services in Welsh, or in the case of the Inspire to
Work project where none of the small team can provide this service. (It should be noted, however,
that this team is located within Adult Education, therefore support for Welsh medium service delivery
can be provided when required from colleagues).
All staff are aware of the importance of offering a Welsh language service and aware of the systems
in place in their service areas to ensure this can be accomplished. There has been a considerable
turnover of staff during the year and more casual staff have been engaged to work in key areas such
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as libraries. A service induction is provided to each new member of staff so that they are aware of
the Welsh Language requirements. All staff are also required to attend a corporate induction which
includes a presentation on the Welsh Language Standards and what this means in practice for
service delivery. All staff with no knowledge of the Welsh language are required to engage in Level 1
Welsh Language training.
Staff are clear in respect of the requirement to identify an individual’s language of choice and to
respond to any communication received in the language of choice. Developing a coordinated
approach for recording this information remains a challenge and one that is common across public
services in Wales subject to this standard.
50% of the service managers are fluent in Welsh as is the Service Director so that performance
reviews and 1:1 meetings between these managers and the Service Director are held in Welsh and
all correspondence between them is conducted in Welsh as this is their natural means of
communication (unless English speakers are included in the correspondence when they will naturally
revert to English). The Service Director and Director of Public Health and Protection and Community
Services also hold their 1:1 meetings in Welsh.
This also provides capacity to deal with any HR-related issues in Welsh and to actively promote the
offer in relation to Standards 101-109 among the wider services’ workforce.
All written documentation and publicity comply with the relevant Welsh Language Standards. All
social media posts are bilingual and changes to website pages are sent for translation so that any
changes are available in both languages simultaneously.
There have been no official complaints in relation to the Welsh language offer of Community
Services.
Some sections of Community Services commission third party providers to support their work, for
example several of the CfW+ Work Clubs and Digital Fridays are provided by third sector
organisations. Care has been taken to gain the advice of the Welsh Language Services Unit to
ensure that the Service Level Agreements with all commissioned parties highlight the specific Welsh
Language standards that they are required to meet. This element of the contract is subject to
monitoring by the Commissioning team.
The majority of websites are fully bilingual. However, there are challenges in ensuring that all
websites are fully compliant. Funding has been accessed to develop an all-encompassing local
collections and heritage website which provide an opportunity to improve the current offer while
ensuring full compliance from the start.
It is notable that the Library Service exceeds the current quality indicator set by Welsh Government
in respect of percentage expenditure on Welsh medium books and online resources. The impact of
this has been to increase book loans in Welsh which tends to prove the point that as services we can
generate demand for services in Welsh rather than just being responsive.
Service areas are clear in respect of how they contribute to the Council’s Five Years Strategy for the
Promotion of the Welsh Language 2016-21 and will contribute to the development of the Action Plan
targets for the next 5 Year Strategy and Action Plan which is currently under development.
There are challenges in relation to recruitment of Translators that highlights the importance of
recruiting fluent Welsh speakers wherever possible so that they can provide information bilingually
without the need to call upon the translation service. This however is not always proving to be easy.
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Council managers are encouraging staff members who are currently at Level 2/3 to progress onto
higher level training.
A Welsh language impact assessment has been undertaken on a proposal to develop a regional
framework for employability and advice provided by the Senior Welsh Language Compliance and
Policy Officer as to how to improve the positive impact of the proposal on the Welsh language.
Potential areas for improvement:
 Expand the opportunities for RCT staff to improve Welsh language skills
 Continue to support the development of Welsh Language skills in the Arts service

Leisure, Parks, Countryside & Bereavement Services (LPC&B), Visitor and
Heritage Attractions
Leisure Services
 Welsh Language Services audited the department’s social media posts. The report advised
that not all posts were bilingual.
 Most front-line staff and all new employees have completed ‘Cwrs Cymraeg Lefel 1’
Sport & Health RCT
 All council’s Welsh language policies are adhered too. All social media posts and marketing
material are posted bilingually. Two staff members have been supported to attend ‘Cwrs
Cymraeg Lefel 2’.
Bereavement Services
 All onsite signage is bilingual and RCT paperwork is also bilingual. However, some of the
statutory paperwork (medical forms) is not bilingual, RCT are not able to change this, it would
need to be a directive from Welsh Government.
 Welsh language services are offered by the funeral directors.
Heritage and Visitor Attractions
 All Welsh language polices are adhered. All digital platforms, signage and hard copy
marketing is bilingual.
 Staff have been supported to attend ‘Cwrs Cymraeg Lefel 2’.
Play and Parks
 All Welsh language polices are adhered too with bilingual signage and information at all sites.
Online information is also bilingual.
 Staff are supported to attend the ‘Cwrs Cymraeg Lefel 2’, one staff member is attending.
Community Centres
 All official council signage and digital information complies with the Welsh language policies
 The community centre’s voluntary management committees are being supported to
understand the council’s policies and become compliant.
Countryside
 Welsh language policy is adhered too. All signs and letters are bilingual. The Welsh language
impact assessment is carried out for all Delegated Decision Reports and Cabinet Reports.
26

Potential areas for improvement:
Leisure Services
 Work with Welsh Language to enhance the number of pre-translated social media posts
available for centres.
 Work with ICT to ensure that all staff have access to a PC and log in ensuring completion of
Welsh Language and other council core training.
 Identify staff who are fluent in Welsh to assist with social media posts. Work with Welsh
Language Services to develop confidence classes for these staff.
Sport & Health RCT
 Explore the demand for Welsh language activities.
Community Centres
 Support the committee to better understand and implement the council’s Welsh language
policy.

Education & Inclusion Service
Welsh medium provision is very good and as a Council we continue to ensure swift access to Welsh
medium publications and communications, the development of Welsh language skills in the
workplace and the expansion of Welsh medium provision across the County Borough.












There is significant investment in Welsh medium education in the Cynon Valley with ongoing
improvement works in YGG Aberdar and YG Rhydywaun.
There are sufficient surplus spaces in Welsh medium settings across the County Borough to
meet any growth in demand.
Development of a new Welsh medium school in Rhydyfelin and a new school for Ysgol Llyn Y
Forwyn are underway. Furthermore, significant improvements in the Welsh medium sector in
Dolau are in development.
The Band B funding envelope has been significantly enhanced and the £252M investment
which includes proposals for a new all through school for Ysgol Cwm Rhondda and new
secondary school facilities for Ysgol Llanhari.
There has been extensive investment in Welsh medium childcare and early years settings colocated on school sites including Dolau Primary (including the Welsh Unit, YGG Abercynon;
YGG Aberdar; YGG Evan James; YGG Ynyswen; YGG Llantrisant and Ysgol Llanhari. A
further 4 proposals have been submitted to WG for consideration.
RCT has the highest number of 7 year olds across the region attending Welsh medium
education, and the ambitious plans will ensure further growth.
The co-constructed WESP has been widely consulted upon and scrutinised, and there is a
clear mandate for delivering on the WESP from 2022 to 2032 and for developing annual
delivery plans to ensure effective implementation.
The Council has maintained its drive to support the Welsh language through this difficult
period, continuing to meet the needs of learners and providing continuity of the language and
accessibility throughout. We continued to communicate and provide services bilingually
throughout the pandemic, including guidance for schools, parents and carers, new school
signage and all social media posts.
We have continued to support our Cylch Meithrin playgroups to remain open by aiding with
signage, PPE, sanitiser, thermometers, sneeze screens and guidance documents to support
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early years’ provision. Continued support for families was provided in the community
throughout the lockdown period, with available places for Flying Start children and much
needed wrap around care for vulnerable families and key worker children. Through the
summer childcare hubs, early years’ settings were supported to remain open to provide preschool provision and childcare activities through the medium of Welsh.
Welsh language provision was available in our childcare hubs during lock down and in our
school summer holiday clubs and SHEP provision. This provided much needed opportunity for
children to interact and communicate in Welsh.
The Education Directorate continues to work progressively to deliver our WESP, which shows
a strong commitment to developing and improving the number of places for pupils to be taught
through the medium of Welsh. The new WESP has been co-constructed with key partners,
widely consulted upon, the draft plan has been updated and presented to C&YP Scrutiny
Committee and Cabinet in December 2021. A WESP Strategic Group will be established in
the spring term and will meet on a termly basis to agree, monitor and evaluate the
implementation of the annual work plan. The existing WESP will remain in place until Welsh
Government have approved the 10 year WESP for 2022-2032.
The Council has developed new purpose-built childcare and early years settings and adapted
school buildings to meet demand on key strategic sites. Welsh medium early years’ provision
has been expanded and funded by the Welsh Government’s Welsh Medium and Childcare
Capital Grant funding streams. Works to progress these projects has continued through the
pandemic and include Dolau Primary, YGG Abercynon, YGG Aberdar, YGG Ynyswen, YGG
Llantrisant and YGG Evan James.
The Council has continued to progress with an extension to YGG Aberdar with an enlarged
hall with the works incorporating new Meithrin provision as detailed above. This project will
provide additional Welsh medium capacity at the top of the Cynon Valley and improve the
language continuum for young learners.
st
In the secondary sector, an investment of £12.1M is being made as part of Band B of the 21
Century Schools and Colleges Programme and will increase Welsh medium places provided
at Ysgol Rhydywaun by a total of 187 (from 1,038 to 1,225). Works will include a new eightclassroom block with community rooms, drama and music facilities, along with a new school
reception, sports hall, fitness suite and changing rooms. The community will also be able to
access some of these facilities as part of the development.
A £3.69m investment for YGG Aberdâr will increase Welsh medium places offered by the
Cwmdare School, by 48 to 480. Development includes building four new classrooms,
extending the school hall, providing a new outdoor area and increasing parking capacity. The
overall project also includes a new on-site childcare facility via the Welsh medium Capital
Grant.
As a part of the wider Cynon Valley Welsh medium proposals, Penderyn Community Primary
School, transferred from dual language school to a Welsh medium primary school in
September 2021.
Work to progress a new extension at Dolau Primary School are progressing, to meet the
capacity demands created by significant housing developments. This extension will provide
additional capacity for Welsh medium pupils thus serving the wider community and the new
housing development. This increase in numbers will also support Ysgol Llanhari to increase
pupil numbers in the secondary phase.
The Council has secured approval on opening a new Welsh medium primary school in
Pontypridd/Rhydyfelin as part of wider school organisation proposals. This will see an
increase in Welsh medium primary school capacity by 93 pupil places and significantly
improve the Welsh medium offer in the locality.
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The LA has established a Welsh medium step 4 provision to meet the growing need in the
sector.
The LA has established a Welsh Medium Marketing Group and appointed a graduate officer to
ensure that there is growth in the Welsh medium and Welsh language sector.

Potential areas for improvement:
 Continue to work with our Corporate Translation team to support access to school related
documents and communications in Welsh.
 Continue to deliver the priorities in our current WESP and make the required progress in line
with WG timescales.
 Strengthen partnership approaches to the development and implementation of the new WESP
and ensure the effective implementation of the Directorate’s strategy for enhancing Welsh
medium uptake.
 Complete the last remaining early years’ projects and deliver on the Welsh Government’s
Early Years Grant and further develop the Welsh medium childcare offer
 Continue to deliver the Band B Welsh medium capital projects to provide additional pupil
capacity in both the primary and secondary sectors in the Cynon Valley.
 Continue to progress the new build Welsh medium primary school in the Rhondda and the
new Welsh medium primary school in Rhydyfelin/Pontypridd.
 Begin the development and Strategic Outline Business Case for the new secondary block for
Ysgol Llanhari funding by Welsh Government MIM model of funding as part of the Council
Band B programme.
 Continue to progress with the feasibility study for a new school for Ysgol Cwm Rhondda and
the development of a draft Strategic Outline Business Case.
 Seek Cabinet approval to consult on establishing an LSC class for key stage 3 and 4 learners.
 Pilot a Welsh Language Immersion Pilot and seek Cabinet approval to establish a more
permanent and sustainable provision.
 Develop a Marketing Plan to enhance growth in Welsh medium and Welsh language sector.
Support for Welsh language development
 CSC has recently written a joint letter with the Chairs of Y Ffederasiwn (Welsh medium
Primary Heads) and Gyda’n Gilydd (Welsh medium Secondary Heads) to the Minister for
Education & Welsh Language focussing on the challenges facing the Welsh medium sector
and possible solutions. These include Welsh medium Practitioner Shortage; Welsh medium
Qualifications; and Support for ALN in the Primary Sector. The region are meeting to discuss
actions to move this forward. CSC has funded Gyda’n Gilydd (Welsh medium Secondary HTs
association) £30,000 this financial year to develop bespoke provision for the sector.
 The regional service is providing an additional £10,000 funding to Gyda’n Gilydd in order for
them to work alongside WJEC to develop Welsh medium Level 3 vocational qualifications:
 Cymraeg Campus: We have three (3.3%) primaries school who have achieved the bronze
award, one (5.9%) secondary school, nine (9.8%) primary schools and one (20%) all through
school is working towards the bronze award. One (1.1%) primary is working towards the
silver award.
 Siarter Laith: One (1.1%) primary school has achieved the silver award and two (2.2%)
primaries are working towards the silver.
 The LA has a Welsh language immersion strategy for any pupils who wish to integrate
themselves into Welsh medium education. For 2020 -21, 61 learners transferred from English
medium education to Welsh medium education. All were supported successfully by the
receiving schools.
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Prosperity and Development
The Service has continued to work closely with the Welsh Language Unit in ensuring it complies with
Welsh Language Standards. All documents and services are available bilingually including all
correspondence and publications. The Service also has a number of staff who are able to
communicate with service users through the medium of Welsh. The Service has also worked
alongside the Welsh Language Unit to ensure all web pages and social media updates are bilingual.
The Service actively promotes Welsh in the workplace through encouraging staff to learn and speak
Welsh. In addition, staff who have secured promotion within the service are required to attend a
Welsh Language course.
Advice has been sought from the Councils Welsh Language Department with regards to the
completion of Welsh Language Impact Assessments for projects/reports delivered by the service.
The Planning Policy section regularly engage the Welsh Language team in the Council to ensure that
the multiple elements of work are translated as appropriate. This included formal documents, reports
and also the existing and evolving website pages. This also includes the various and occasional
consultations we undertake.
Furthermore the statutory LDP preparation process requires a Sustainability Appraisal/Strategic
Environmental Assessment of each formal stage of its preparation and end document. We have
determined to evolve this process by incorporating the elements of the Welsh Language Measure
and Equalities Act into this LDP assessment process. This is known as an Integrated Sustainability
Assessment.
The Welsh Language is an important part of Welsh Culture and has been recognised in the Visit
RCT Tourism Strategy with visitors being introduced to the language in tourism marketing materials
(i.e., Visitor Guide) in an informal and inclusive manner. Tourism businesses are also encouraged to
promote the Welsh Language as a unique selling point. The Service actively promotes Welsh in the
workplace through encouraging staff to learn and speak Welsh, and two members of the Tourism
Team are attending Level 2 on a weekly basis.
The Tourism department continue correspond in the language received.
Tourism Hub members were given the option to receive correspondence in English or Welsh.
Encouragement of the use of Welsh language, culture and products within their venues will stem
from Hub meetings and guest speaker/best practice.
The new Welsh Impact Assessment (WIA) form has been completed and discussed in a strategic
working group.
Visitor businesses will have the opportunity to promote their Welsh uniqueness through their
offerings via experience, language, produce, services, products, and culture. Encourage
stakeholders to provide a ‘Welsh’ welcome offering, starting with the use of simple vocab by public
facing staff. Support will be offered to educate train stakeholders.
All tourism materials are produced bilingually in line with Welsh Government Welsh Language
Standards and there is full compliance with any change requests that come in from the Welsh
Translation department. For example, the new RCT Visit Guide.
The service took a leading role in securing RCT as the host of the 2024 National Eisteddfod which
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will be a significant opportunity to promote the use of the Welsh Language across the County
Borough,
The Events Team will be looking into in readiness for 2022 onwards is the availability of Welsh
speaking Santa performers, to ensure the Welsh language is not treated any less favourably at
events, and that the Welsh language is promoted as best it can be
Potential areas for improvement:
With the National Eisteddfod of Wales postponed and now due to be delivered in 2024, there is
greater emphasis on how events can be delivered in Welsh, but also supported with a warm Welsh
experience. Focus needs to be given not only to including Welsh acts/artists/suppliers, but also
technology/equipment so that Welsh led events can be understood and interpreted by non-Welsh
speaking visitors, thus improving engagement.
Increased collaboration with Welsh Language organisations as there are opportunities to identify and
develop cultural tourism projects for the benefit of visitors (USP) and residents (skills).

Children’s Services
Children services continue to be compliant with the Welsh language minimum standards. All staff are
aware of the Welsh language requirements and how this fits into their service area. Front line
services dealing directly with service users make the active offer of communication in Welsh to all
those who contact the service and arrangements have been made with Welsh speakers within the
service to carry out such conversations as necessary. Service users preferring the medium of Welsh
are highlighted within WICCIS.
Staff are encouraged and supported to attend training that enables them to learn Welsh. Managers
and staff have attended briefings and undertaken e learning modules with regard to the Welsh
language. Staff are briefed and updated through team meetings. All publications are bi-lingual
Potential areas for improvement:
Given pandemic impact – would be wise to refresh awareness mid- year and ask teams to do a
baseline health check against Mwy Na Geiriau

Human Resources
The Health and Safety team has formally reviewed all of the Council’s Health and Safety Policies and
many of the various guides and other documents produced by the team. Where amendments have
been made, policies and documents have been submitted for translation.
Following a request from the Welsh language service and a subsequent approach from the Welsh
Language Commissioner, staying well at work provided evidence of where we had implemented as a
project standard 95-97 providing a copy of our final tender document for our external evaluation – the
final report of which will be published in Welsh along evidence for public events - including bilingual
posters, videos, training examples all in the medium of Welsh.
For the first time in a Management of Change process, due to the size and profile of the project the
consultation materials for the Social Work Duties, Pay and Grading Review 2021 were produced and
published bilingually. As part of the implementation all gaps around Welsh language preference and
skills have been assessed and confirmation of the data requested from individuals signing new
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contracts.
As policies and processes are amended and adjusted for agile working and covid outcomes, all are
translated and held bilingually.
As part of the ITrent work we continue to assess staff members language of choice and ability and
update systems accordingly.
D&I team works closely with Welsh Language team on impact assessments process. Welsh
standards are met by the team in events/articles etc. Unfortunately, our only Welsh Language
speaker in the team left the organisation, we do however have another learner.

Fleet Services
The Welsh Language Standards is considered in recruitment and Welsh Language requirements
have been incorporated into the latest version of the Service’s job descriptions.
Within the recent restructure, any member of staff who has been moved to a new position has been
required to complete their Level 1 – Welsh Language Skills and any new starters into the team are
also required to undertake this training course as well.
Although Fleet Services have little to no dealings directly with the public, any correspondence
received in Welsh, is duly answered in Welsh.
At times, requests are made for bilingual vehicle graphics and dual language instructions in the
wheelchair accessible vehicles. (This is quite a unique feature).
Moreover, all signage in and on vehicles, (where legislatively allowed), is bilingual. Should
documentation be required for public use, this is also bilingual.

Accountancy and Performance Management Service


Seeks advice from the Council’s Welsh Language Service in term of bilingual requirements for
the publication of statutory documents (with the Council’s Statement of Accounts and
Corporate Performance Report produced bilingually);



Has operational guidance in place to assist staff (e.g. central repository to capture the
language preference of customers);
Has not received any customer complaints around non-compliance with Welsh Language
Standards;
7 officers have linguistic skill level 4 or 5;




Potential areas for improvement:
Engage with teams across the service to provide opportunity for team members to undertake Welsh
language training.

Corporate Estates



The service remains committed to the Welsh Language Standards and ensure that all relevant
documentation is translated in a timely manner.
Workplace signage and external signage is monitored by the Service.
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Reception areas under the remit of Corporate Estates have been improved and monitored for
compliance with the Standard.
Staff are reminded of the Standards in Section Meetings.
The service has not received any complaints.
The recent Electric Vehicle Charging Strategy process engaged fully with the Welsh
Language teams and took on board comments during the production of the strategy and
accompanying report. The strategy and report were then considered by the (New) Review
Panel and received a very positive response.

Pensions, Procurement & Transactional Services
Revenues & Benefits:
 Full review of webpages and on line services/systems to ensure compliance with key
protocols identified by the standards
 Case files updated with indicator where there is a preference for Welsh language
contact/communication to ensure this is provided, although demand is limited
 Standing agenda item on Management Team Meetings
Pensions
 Pension documents and publications are available bilingually
 Website and Member Self Service bilingual
Payroll & Payments
 Payroll payslips are bilingual and recruitment system
Procurement:
 The Procurement Service has a positive working relationship with the Welsh Language
Standards (WLS) Team & Translation Service.
 Requirements are embedded within the procurement process at all levels and advanced
initiatives to promote and enhance the WLS standards within the supply chain are actively
supported via the promotion of the ‘Commissioning Partner Guide’
 We’ve also worked with the WLS to create a manual for use by contractors. The manual has
been created to help and support Council staff and Contractors to comply with the relevant
Welsh Language Standards requiring bilingual signage
Potential areas for improvement:
 Continue to identify and record, customer ‘language of choice’
 HR/Payroll system further bilingual modules are being developed

Transportation Services
The Service ensures that the Learner Travel Policy, Information and Arrangements are fully
compliant with the latest Welsh Language Standards. The Welsh Language is no less favourably
treated than the equivalent service provision in English. Standard letters for wide audiences are
bilingual and roadside bus timetables, as well as all the material that promotes the Service’s activities
on the Council’s website are in Welsh and English.
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All parents have the opportunity to communicate with the Service in Welsh and records are kept. A
Welsh speaker left the Service during 2021, leaving only one member of staff with a working
knowledge of spoken and written Welsh. During 2021 the Service received no requests for
correspondence or telephone calls from residents wishing to converse in Welsh. Again, there were
no complaints about the Service’s use of the Welsh Language during this period.
In the last two years, there has been a slight fall in the number of learners transported to Welsh
Medium or Dual Language Schools, from 3,577 to 3,388. This represents 37.06% of the total.
An Equality Impact Assessment in June 2016 considered that the impact of the Learner Travel
Policy, Information and Arrangements was substantially positive in its effects on the Welsh language
community, eligibility to school transport was consistent and equitable. Several anomalies in delivery
were removed from September 2018, but there have been none since that date.
Potential areas for improvement:
Encourage more staff to learn Welsh.

Legal Services
Legal Services as a non front facing service has little contact with residents and members of the
public. However, Legal Notices, Orders, road closure adverts and co-opted Members vacancies are
all published bilingually as is Member Attendance.
All Election declarations and announcements at the Count venues are made bilingually.
The service has a number of Welsh speaking staff which includes legal advocates and senior
managers and as such the Service offers the opportunity to correspond with the Service, be it face to
face, written or by telephone through the medium of Welsh as well as the conduct of both civil and
criminal proceedings in Welsh. This ensures that those persons wishing to conduct their business
through the medium of Welsh receive the same level of service as those who speak English which in
turn ensures that the Council continues to meet the requirements set out in the Welsh language
standards.
The service has received no complaints or investigations by the Welsh Language Commissioner
during the period covered by this report and it continues to support the Council in its adherence to
the Welsh Language Standards and assists officers from other services in dealing with complaints
they may receive from the Commissioner as well as providing legal advice on the application of those
Welsh Language Standards. It is clear there is correlation between the work of Legal Services and
the Welsh language Unit as regards ensuring compliance with the Welsh Language Standards and
the promotion of those standards across the Council. Close working relationships between the teams
have aided this objective.
Potential areas for improvement:
Make non-Welsh speaking staff attend the Welsh language courses run by the Council annually in an
attempt to increase the numbers of staff who are comfortable with conversational Welsh.
Work more closely with the Welsh Language Unit to aid them in their interaction with the
enforcement approach currently being adopted by the WLC.

Community Safety and Community Housing
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All service areas adhere to the Councils Corporate Language Policy with all new starters completing
their Level 1 Training.
 All services comply with the Councils Welsh Language Standards particularly for ensuring all
documentation is Bilingual.
 Staff are also encouraged to use their Welsh Language skills at times and to link in with the
Councils Welsh Language Services where required.
 A recent complaint made by a member of the public in September 2021 to the Welsh
Language Commissioner in respect of the quality of the Welsh used by an officer in their email
response was not progressed.
 The Homefinder Team have been liaising with Welsh Language Services to progress the
translation arrangements for Homefinder Abritas IT System. The new and exciting
arrangement will enable applicants to be
 able to make an application for social housing, view weekly property adverts and bid in Welsh.
 All contracts for support services also require our support providers to have Welsh Language
policies in place and comply with the Welsh language standards relevant to the contract
Potential areas for improvement:
Implement Abritas Welsh Language IT Module in 2022/23
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COMPLIANCE NOTICE – SECTION 44 WELSH LANGUAGE (WALES) MEASURE 2011
Rhondda Cynon Taf County Borough Council – Issue Date: 30/09/2015
Standard
Number
1

Class of Standard

2

Service Delivery

3

Service Delivery

Service Delivery

Standard

Imposition
Date
If you receive correspondence from a person in Welsh you must reply 30/03/2016
in Welsh (if an answer is required), unless the person has indicated
that there is no need to reply in Welsh.
When you correspond with an individual ("A") for the first time, you
30/09/2016
must ask A whether A wishes to receive correspondence from you in
Welsh, and if A responds to say that A wishes to receive
correspondence in Welsh you must (a) keep a record of A's wish,
(b) correspond with A in Welsh when corresponding with A from then
onwards, and
(c) send any forms you send to A from then onwards in Welsh.
When you send correspondence addressed to two individuals who
30/09/2016
are members of the same household (for example, the parents of a
child) for the first time, you must ask them whether they wish to
receive correspondence from you in Welsh; and if (a) both individuals respond to say that they wish to receive
correspondence in Welsh, you must keep a record of that wish and
correspond in Welsh from then onwards when sending

4

Service Delivery

5

Service Delivery

6

Service Delivery

7

Service Delivery

8

Service Delivery

correspondence addressed to both of those individuals;
(b) one (but not both) of the individuals responds to say that he or
she wishes to receive correspondence in Welsh, you must keep a
record of that wish and provide a Welsh language version of
correspondence from then onwards when sending correspondence
addressed to both of those individuals.
When you send the same correspondence to several persons, you
must send a Welsh language version of the correspondence at the
same time as you send any English language version.
If you don't know whether a person wishes to receive
correspondence from you in Welsh, when you correspond with that
person you must provide a Welsh language version of the
correspondence.
If you produce a Welsh language version and a corresponding
English language version of correspondence, you must not treat the
Welsh language version less favourably than the English language
version (for example, if the English version is signed, or if contact
details are provided on the English version, then the Welsh version
must be treated in the same way).
You must state (a) in correspondence, and
(b) in publications and official notices that invite persons to respond
to you or to correspond with you,
that you welcome receiving correspondence in Welsh, that you will
respond to any correspondence in Welsh, and that corresponding in
Welsh will not lead to delay.
When a person contacts you on your main telephone number (or
numbers), or on any helpline numbers or call centre numbers, you

30/03/2016

30/03/2016

30/03/2016

30/03/2016

30/03/2016

9

Service Delivery

11

Service Delivery

12

Service Delivery

13

Service Delivery

14

Service Delivery

15

Service Delivery

16

Service Delivery

must greet the person in Welsh.
When a person contacts you on your main telephone number (or
numbers), or on any helpline numbers or call centre numbers, you
must inform the person that a Welsh language service is available.
When a person contacts you on your main telephone number (or
numbers), or on any helpline numbers or call centre numbers, you
must deal with the call in Welsh if that is the person's wish until such
point as (a) it is necessary to transfer the call to a member of staff who does
not speak Welsh who can provide a service on a specific matter; and
(b) no Welsh speaking member of staff is available to provide a
service on that specific subject matter.
When you advertise telephone numbers, helpline numbers or call
centre services, you must not treat the Welsh language less
favourably than the English language.
If you offer a Welsh language service on your main telephone
number (or numbers), on any helpline numbers or call centre
numbers, the telephone number for the Welsh language service must
be the same as for the corresponding English language service.
When you publish your main telephone number, or any helpline
numbers or call centre service numbers, you must state (in Welsh)
that you welcome calls in Welsh.
If you have performance indicators for dealing with telephone calls,
you must ensure that those performance indicators do not treat
telephone calls made in Welsh any less favourably than calls made in
English.
Your main telephone call answering service (or services) must
inform persons calling, in Welsh, that they can leave a message in

30/03/2016

30/03/2016

30/03/2016

30/03/2016

30/03/2016

30/03/2016

30/03/2016

17

Service Delivery

19

Service Delivery

20

Service Delivery

21

Service Delivery

22

Service Delivery

24

Service Delivery

Welsh.
When there is no Welsh language service available on your main
telephone number ( or numbers), or any helpline numbers or call
centre numbers, you must inform persons calling, in Welsh (by way
of an automated message or otherwise), when a Welsh language
service will be available.
If a person contacts one of your departments on a direct line
telephone number (including on staff members' direct line numbers),
and that person wishes to receive a service in Welsh, you must deal
with the call in Welsh until such point as (a) it is necessary to transfer the call to a member of staff who does
not speak Welsh who can provide a service on a specific subject
matter; and
(b) no Welsh speaking member of staff is available to provide a
service on that specific subject matter.
When a person contacts you on a direct line number (whether on a
department's direct line number or on the direct line number of a
member of staff), you must ensure that, when greeting the person,
the Welsh language is not treated less favourably than the English
language.
When you telephone an individual ("A") for the first time you must ask
A whether A wishes to receive telephone calls from you in Welsh,
and if A responds to say that A wishes to receive telephone calls in
Welsh you must keep a record of that wish, and conduct telephone
calls made to A from then onwards in Welsh.
Any automated telephone systems that you have must provide the
complete automated service in Welsh.
If you invite one person only ("P") to a meeting you must ask P

30/03/2016

30/03/2016

30/03/2016

30/09/2016

30/03/2016
30/03/2016

24A

Service Delivery

26

Service Delivery

26A

Service Delivery

27

Service Delivery

27A

Service Delivery

whether P wishes to use the Welsh language at the meeting, and
inform P that you will, if necessary, provide a translation service from
Welsh to English for that purpose.
If you have invited one person only ("P") to a meeting and P has
informed you that P wishes to use the Welsh language at the
meeting, you must arrange for a simultaneous translation service
from Welsh to English to be available at the meeting (unless you
conduct the meeting in Welsh without the assistance of a translation
service).
If you invite an individual ("A") to a meeting, and the meeting relates
to the well-being of A, you must ask A whether A wishes to use the
Welsh language at the meeting, and inform A that you will, if
necessary, provide a translation service from Welsh to English and
from English to Welsh for that purpose.
You must arrange for a simultaneous translation service from Welsh
to English and from English to Welsh to be available at a meeting (a) if the meeting relates to the well-being of an invited individual
("A"), and
(b) if A has informed you that A wishes to use the Welsh language at
the meeting; unless you conduct the meeting in Welsh without the
assistance of a translation service.
If you invite more than one person to a meeting (which does not
relate to the well-being of one or more of the individuals invited), you
must ask each person whether they wish to use the Welsh language
at the meeting.
If you have invited more than one person to a meeting (which does
not relate to the well-being of one or more of the individuals invited),
and at least 10% (but less than 100%) of the persons invited have

30/03/2016

30/03/2016

30/03/2016

30/03/2016

30/03/2016

27D

Service Delivery

29

Service Delivery

29A

Service Delivery

30

Service Delivery

informed you that they wish to use the Welsh language at the
meeting, you must arrange for a simultaneous translation service
from Welsh to English to be available at the meeting.
If you have invited more than one person to a meeting (which does
not relate to the well-being of one or more of the individuals invited),
and all of the persons invited have informed you that they wish to use
the Welsh language at the meeting, you must arrange for a
simultaneous translation service from Welsh to English to be
available at the meeting (unless you conduct the meeting in Welsh
without the assistance of a translation service).
If you invite more than one person to a meeting, and that meeting
relates to the well-being of one or more of the individuals invited, you
must (a) ask that individual or each of those individuals whether he or she
wishes to use the Welsh language at the meeting, and
(b) inform that individual (or those individuals) that, if necessary, you
will provide a translation service from Welsh to English and from
English to Welsh for that purpose.
You must provide a simultaneous translation service from Welsh to
English and from English to Welsh at a meeting (a) if you have invited more than one person to the meeting,
(b) if the meeting relates to the well-being of one or more of the
individuals invited, and
(c) if at least one of those individuals has informed you that he or she
wishes to use the Welsh language at the meeting; unless you
conduct the meeting in Welsh without the assistance of a translation
service.
If you arrange a meeting that is open to the public you must state on

30/03/2016

30/03/2016

30/03/2016

30/03/2016

31

Service Delivery

32

Service Delivery

33

Service Delivery

any material advertising it, and on any invitation to it, that anyone
attending is welcome to use the Welsh language at the meeting.
When you send invitations to a meeting that you arrange which is
30/03/2016
open to the public, you must send the invitations in Welsh.
If you invite persons to speak at a meeting that you arrange which is
30/03/2016
open to the public you must (a) ask each person invited to speak whether he or she wishes to use
the Welsh language, and
(b) if that person (or at least one of those persons) has informed you
that he or she wishes to use the Welsh language at the meeting,
provide a simultaneous translation service from Welsh to English for
that purpose (unless you conduct the meeting in Welsh without a
translation service).
If you arrange a meeting that is open to the public, you must ensure
30/03/2016
that a simultaneous translation service from Welsh to English is
available at the meeting, and you must orally inform those present in
Welsh (a) that they are welcome to use the Welsh language, and
(b) that a simultaneous translation service is available.
You must comply with standard 33 in every circumstance,
except:

34

Service Delivery

 where an invitation or material advertising the meeting
has asked persons to inform you whether they wish to
use the Welsh language, and that no person has informed
you that he or she wishes to use the Welsh language at
the meeting.
If you display any written material at a meeting that you arrange

30/03/2016

35

Service Delivery

36

Service Delivery

37

Service Delivery

38

Service Delivery

41

Service Delivery

which is open to the public, you must ensure that that material is
displayed in Welsh, and you must not treat any Welsh language text
less favourably than the English language text.
If you organise a public event, or fund at least 50% of a public event,
you must ensure that, in promoting the event, the Welsh language is
treated no less favourably than the English language (for example, in
the way the event is advertised or publicised).
If you organise a public event, or fund at least 50% of a public event,
you must ensure that the Welsh language is treated no less
favourably than the English language at the event (for example, in
relation to services offered to persons attending the event, in relation
to signs displayed at the event and in relation to audio
announcements made at the event).
Any publicity or advertising material that you produce must be
produced in Welsh, and if you produce the advertising material in
Welsh and in English, you must not treat the Welsh language version
less favourably than you treat the English language version.
Any material that you display in public must be displayed in Welsh,
and you must not treat any Welsh language version of the material
less favourably than the English language version.
If you produce the following documents you must produce them in
Welsh (a) agendas, minutes and other papers that are available to the
public, which relate to management board or cabinet meetings;
(b) agendas, minutes and other papers for meetings, conferences or
seminars that are open to the public.
You must comply with standard 41(a) in every circumstance,

30/03/2016

30/03/2016

30/03/2016

30/03/2016

31/03/2017

except:
 other papers that are available to the public, which relate
to management board or cabinet meetings.

42
43

Service Delivery
Service Delivery

44

Service Delivery

45

Service Delivery

46

Service Delivery

47

Service Delivery

You must comply with standard 41(b) in every circumstance,
except:
 other papers for meetings that are open to the public.
Any licence or certificate you produce must be produced in Welsh.
Any brochure, leaflet, pamphlet or card that you produce in order to
provide information to the public must be produced in Welsh.
If you produce the following documents, and they are available to the
public, you must produce them in Welsh (a) policies, strategies, annual reports and corporate plans;
(b) guidelines and codes of practice;
(c) consultation papers.
Any rules that you publish that apply to the public must be published
in Welsh.
When you issue any statement to the press you must issue it in
Welsh and, if there is a Welsh language version and an English
language version of a statement, you must issue both versions at the
same time.
If you produce a document for public use, and no other standard has
required you to produce the document in Welsh, you must produce it
in Welsh (a) if the subject matter of the document suggests that it should be
produced in Welsh, or
(b) if the anticipated audience, and their expectations, suggests that

30/03/2016
30/03/2016
30/09/2016

30/03/2016
30/03/2016

30/03/2016

48

Service Delivery

49

Service Delivery

50
50A

Service Delivery
Service Delivery

50B

Service Delivery

51

Service Delivery

52

Service Delivery

the document should be produced in Welsh.
If you produce a document in Welsh and in English (whether
separate versions or not), you must not treat any Welsh language
version less favourably than you treat the English language version.
If you produce a Welsh language version and a separate English
language version of a document, you must ensure that the English
language version clearly states that the document is also available in
Welsh.
Any form that you produce for public use must be produced in Welsh.
If you produce a Welsh language version and a separate English
language version of a form, you must ensure that the English
language version clearly states that the form is also available in
Welsh.
If you produce a form in Welsh and in English (whether separate
versions or not), you must ensure that the Welsh language version is
treated no less favourably than the English language version, and
you must not differentiate between the Welsh and English versions in
relation to any requirements that are relevant to the form (for
example in relation to any deadline for submitting the form, or in
relation to the time allowed to respond to the content of the form).
If you pre-enter information on a Welsh language version of a form
(for example, before sending it to a member of the public in order for
him or her to check the content or to fill in the remainder of the form),
you must ensure that the information that you pre-enter is in Welsh.
You must ensure that (a) the text of each page of your website is available in Welsh,
(b) every Welsh language page on your website is fully functional,
and

30/03/2016

30/03/2016

30/03/2016
30/03/2016

30/03/2016

30/09/2016

31/03/2017

(c) the Welsh language is not treated less favourably than the English
language on your website.
You must comply with standard 52 in relation to the following by
31/03/2017
 the body’s corporate website
You must comply with standard 52 in relation to the following by
31/03/2018.
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56

Service Delivery

57

Service Delivery

58

Service Delivery

 all other websites
If you have a Welsh language web page that corresponds to an
English language web page, you must state clearly on the English
language web page that the page is also available in Welsh, and you
must provide a direct link to the Welsh page on the corresponding
English page.
You must provide the interface and menus on every page of your
website in Welsh.
All apps that you publish must function fully in Welsh, and the Welsh
language must be treated no less favourably than the English
language in relation to that app.
When you use social media you must not treat the Welsh language
less favourably than the English language.
You must comply with standard 58 in relation to the following by
31/03/2017:
 when using social media on your main account.
You must comply with standard 58 in relation to the following by

30/03/2016

30/03/2016
30/03/2016

31/03/2017

31/03/2018.

59

Service Delivery

60

Service Delivery

61

Service Delivery

62

Service Delivery

63

Service Delivery

64

Service Delivery

 when using social media on all other accounts.
If a person contacts you by social media in Welsh, you must reply in
Welsh (if an answer is required).
You must ensure that any self service machines that you have
function fully in Welsh, and the Welsh language must be treated no
less favourably than the English language in relation to that machine.
When you erect a new sign or renew a sign (including temporary
signs), any text displayed on the sign must be displayed in Welsh
(whether on the same sign as you display corresponding English
language text or on a separate sign); and if the same text is
displayed in Welsh and in English, you must not treat the Welsh
language text less favourably than the English language text.
When you erect a new sign or renew a sign (including temporary
signs) which conveys the same information in Welsh and in English,
the Welsh language text must be positioned so that it is likely to be
read first.
You must ensure that the Welsh language text on signs is accurate in
terms of meaning and expression.
Any reception service you make available in English must also be
available in Welsh, and any person who requires a Welsh language
reception service must not be treated less favourably than a person
who requires an English language reception service.
You must comply with standard 64 in relation to the following by
30 March 2016:
 the body’s main reception service

30/03/2016
30/03/2016

30/03/2016

30/03/2016

30/03/2016
30/03/2016

You must comply with standard 64 in relation to the following by
31 March 2018:

67

Service Delivery

68

Service Delivery

69
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 every other reception service
You must display a sign in your reception which states (in Welsh) that 30/03/2016
persons are welcome to use the Welsh language at the reception.
You must ensure that staff at the reception who are able to provide a 30/03/2016
Welsh language reception service wear a badge to convey that.
Any official notice that you publish or display must be published or
31/03/2017
displayed in Welsh, and you must not treat any Welsh language
version of a notice less favourably than an English language version.
You must comply with standard 69 in every circumstance,
except the following by 31 March 2017:
 traffic notices.
You must comply with standard 69 in relation to the following by
31 August 2017:

70

Service Delivery

71

Service Delivery

72
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 traffic notices
When you publish or display an official notice that contains Welsh
language text as well as English language text, the Welsh language
text must be positioned so that it is likely to be read first.
Any documents that you publish which relate to applications for a
grant, must be published in Welsh, and you must not treat a Welsh
language version of such documents less favourably than an English
language version.
When you invite applications for a grant, you must state in the
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invitation that applications may be submitted in Welsh and that any
application submitted in Welsh will be treated no less favourably than
an application submitted in English.
You must not treat applications for a grant submitted in Welsh less
favourably than applications submitted in English (including, amongst
other matters, in relation to the closing date for receiving applications
and in relation to the time-scale for informing applicants of decisions).
If you receive an application for a grant in Welsh and it is necessary
to interview the applicant as part of your assessment of the
application you must (a) offer to provide a translation service from Welsh to English to
enable the applicant to use the Welsh language at the interview, and
(b) if the applicant wishes to use the Welsh language at the interview,
provide a simultaneous translation service for that purpose (unless
you conduct the interview in Welsh without a translation service).
When you inform an applicant of your decision in relation to an
application for a grant, you must do so in Welsh if the application was
submitted in Welsh.
Any invitations to tender for a contract that you publish must be
published in Welsh, and you must not treat a Welsh language version
of any invitation less favourably than an English language version.
When you publish invitations to tender for a contract, you must state
in the invitation that tenders may be submitted in Welsh, and that a
tender submitted in Welsh will be treated no less favourably than a
tender submitted in English.
You must not treat a tender for a contract submitted in Welsh less
favourably than a tender submitted in English (including, amongst
other matters, in relation to the closing date for receiving tenders, and
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in relation to the time-scale for informing tenderers of decisions).
If you receive a tender in Welsh and it is necessary to interview the
tenderer as part of your assessment of the tender you must (a) offer to provide a translation service from Welsh to English to
enable the tenderer to use the Welsh language at the interview, and
(b) if the tenderer wishes to use the Welsh language at the interview,
provide a simultaneous translation service for that purpose (unless
you conduct the interview in Welsh without a translation service).
When you inform a tenderer of your decision in relation to a tender,
you must do so in Welsh if the tender was submitted in Welsh.
You must promote any Welsh language service that you provide, and
advertise that service in Welsh.
If you provide a service in Welsh that corresponds to a service you
provide in English, any publicity or document that you produce, or
website that you publish, which refers to the English service must
also state that a corresponding service is available in Welsh.
When you form, revise or present your corporate identity, you must
not treat the Welsh language less favourably than the English
language.
If you offer an education course that is open to the public, you must
offer it in Welsh.
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You must comply with standard 84 in every circumstance,
except:
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 when an assessment carried out in accordance with
standard 86 comes to the conclusion that there is no need
for that course to be offered in Welsh.
If you develop an education course that is to be offered to the public, 30/03/2016
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you must assess the need for that course to be offered in Welsh; and
you must ensure that the assessment is published on your website.
When you announce a message over a public address system, you
must make that announcement in Welsh and, if the announcement is
made in Welsh and in English, the announcement must be made in
Welsh first.
When you formulate a new policy, or review or revise an existing
policy, you must consider what effects, if any (whether positive or
adverse), the policy decision would have on (a) opportunities for persons to use the Welsh language, and
(b) treating the Welsh language no less favourably than the English
language.
When you formulate a new policy, or review or revise an existing
policy, you must consider how the policy could be formulated (or how
an existing policy could be changed) so that the policy decision would
have positive effects, or increased positive effects, on (a) opportunities for persons to use the Welsh language, and
(b) treating the Welsh language no less favourably than the English
language.
When you formulate a new policy, or review or revise an existing
policy, you must consider how the policy could be formulated (or how
an existing policy could be changed) so that the policy decision would
not have adverse effects, or so that it would have decreased adverse
effects, on (a) opportunities for persons to use the Welsh language, and
(b) treating the Welsh language no less favourably than the English
language.
When you publish a consultation document which relates to a policy
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decision, the document must consider, and seek views on, the effects
(whether positive or adverse) that the policy decision under
consideration would have on (a) opportunities for persons to use the Welsh language, and
(b) treating the Welsh language no less favourably than the English
language.
When you publish a consultation document which relates to a policy
30/03/2016
decision the document must consider, and seek views on, how the
policy under consideration could be formulated or revised so that it
would have positive effects, or increased positive effects, on
(a) opportunities for persons to use the Welsh language, and
(b) treating the Welsh language no less favourably than the English
language.
When you publish a consultation document which relates to a policy
30/03/2016
decision the document must consider, and seek views on, how the
policy under consideration could be formulated or revised so that it
would not have adverse effects, or so that it would have decreased
adverse effects, on (a) opportunities for persons to use the Welsh language, and
(b) treating the Welsh language no less favourably than the English
language.
You must produce and publish a policy on awarding grants (or, where 30/03/2016
appropriate, amend an existing policy) which requires you to take the
following matters into account when you make decisions in relation to
the awarding of a grant (a) what effects, if any (and whether positive or negative), the
awarding of a grant would have on (i) opportunities for persons to use the Welsh language, and
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(ii) treating the Welsh language no less favourably than the English
language;
(b) how the decision could be taken or implemented (for example, by
imposing conditions of grant) so that it would have positive effects, or
increased positive effects, on (i) opportunities for persons to use the Welsh language, and
(ii) treating the Welsh language no less favourably than the English
language;
(c) how the decision could be taken or implemented (for example, by
imposing conditions of grant) so that it would not have adverse
effects, or so that it would have decreased adverse effects on (i) opportunities for persons to use the Welsh language, and
(ii) treating the Welsh language no less favourably than the English
language;
(ch) whether you need to ask the applicant for any additional
information in order to assist you in assessing the effects of awarding
a grant on (i) opportunities for persons to use the Welsh language, and
(ii) treating the Welsh language no less favourably than the English
language.
When you commission or undertake research that is intended to
assist you to make a policy decision, you must ensure that the
research considers what effects, if any (and whether positive or
adverse), the policy decision under consideration would have on (a) opportunities for persons to use the Welsh language, and
(b) treating the Welsh language no less favourably than the English
language.
When you commission or undertake research that is intended to
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assist you to make a policy decision, you must ensure that the
research considers how the policy decision under consideration could
be made so that it would have a positive effects, or so that it would
have increased positive effects, on (a) opportunities for persons to use the Welsh language, and
(b) treating the Welsh language no less favourably than the English
language.
When you commission or undertake research that is intended to
assist you to make a policy decision, you must ensure that the
research considers how the policy decision under consideration could
be made so that it would not have adverse effects, or so that it would
have decreased adverse effects, on (a) opportunities for persons to use the Welsh language, and
(b) treating the Welsh language no less favourably than the English
language.
You must develop a policy on using Welsh internally for the purpose
of promoting and facilitating the use of the language, and you must
publish that policy on your intranet.
When you offer a new post to an individual, you must ask that
individual whether he or she wishes for the contract of employment or
contract for services to be provided in Welsh; and if that is the
individual's wish you must provide the contract in Welsh.
You must (a) ask each employee whether he or she wishes to receive any
paper correspondence that relates to his or her employment, and
which is addressed to him or her personally, in Welsh, and
(b) if an employee so wishes, provide any such correspondence to
that employee in Welsh.
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You must ask each employee whether he or she wishes to receive
any documents that outline his or her training needs or requirements
in Welsh; and if that is the employee's wish you must provide any
such documents to him or to her in Welsh.
You must ask each employee whether he or she wishes to receive
any documents that outline his or her performance objectives in
Welsh; and if that is the employee's wish you must provide any such
documents to him or to her in Welsh.
You must ask each employee whether he or she wishes to receive
any documents that outline or record his or her career plan in Welsh;
and if that is the employee's wish you must provide any such
documents to him or to her in Welsh.
You must ask each employee whether he or she wishes to receive
any forms that record and authorise (a) annual leave,
(b) absences from work, and
(c) flexible working hours,
in Welsh; and if that is an employee's wish, you must provide any
such forms to him or to her in Welsh.
If you publish a policy relating to behaviour in the workplace, you
must publish it in Welsh.
If you publish a policy relating to health and well-being at work, you
must publish it in Welsh.
If you publish a policy relating to salaries or workplace benefits, you
must publish it in Welsh.
If you publish a policy relating to performance management, you
must publish it in Welsh.
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If you publish a policy about absence from work, you must publish it
in Welsh.
If you publish a policy relating to working conditions, you must
publish it in Welsh.
If you publish a policy regarding work patterns, you must publish it in
Welsh.
You must allow each member of staff (a) to make complaints to you in Welsh, and
(b) to respond in Welsh to any complaint made about him or about
her.
You must state in any document that you have that sets out your
procedures for making complaints that each member of staff may (a) make a complaint to you in Welsh, and
(b) respond to a complaint made about him or about her in Welsh;
and you must also inform each member of staff of that right.
If you receive a complaint from a member of staff or a complaint
about a member of staff, and a meeting is required with that member
of staff, you must (a) ask the member of staff whether he or she wishes to use the
Welsh language at the meeting;
(b) explain that you will provide a translation service from Welsh to
English for that purpose if it is required; and if the member of staff
wishes to use the Welsh language, you must provide a simultaneous
translation service from Welsh to English at the meeting (unless you
conduct the meeting in Welsh without translation services).
When you inform a member of staff of a decision you have reached
in relation to a complaint made by him or by her, or in relation to a
complaint made about him or about her, you must do so in Welsh if
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that member of staff (a) made the complaint in Welsh,
(b) responded in Welsh to a complaint about him or about her,
(c) asked for a meeting about the complaint to be conducted in
Welsh, or
(ch) asked to use the Welsh language at a meeting about the
complaint.
You must allow all members of staff to respond in Welsh to
allegations made against them in any internal disciplinary process.
You must (a) state in any document that you have which sets out your
arrangements for disciplining staff that any member of staff may
respond in Welsh to any allegations made against him or against her,
and
(b) if you commence a disciplinary procedure in relation to a member
of staff, inform that member of staff of that right.
If you organise a meeting with a member of staff regarding a
disciplinary matter that relates to his or her conduct you must (a) ask the member of staff whether he or she wishes to use the
Welsh language at the meeting, and
(b) explain that you will provide a translation service for that purpose
if it is required; and, if the member of staff wishes to use the Welsh
language, you must provide a simultaneous translation service from
Welsh to English at the meeting (unless you conduct the meeting in
Welsh without a translation service).
When you inform a member of staff of a decision you have reached
following a disciplinary process, you must do so in Welsh if that
member of staff -
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(a) responded to allegations made against him or her in Welsh,
(b) asked for a meeting regarding the disciplinary process to be
conducted in Welsh, or
(c) asked to use the Welsh language at a meeting regarding the
disciplinary process.
You must provide staff with computer software for checking spelling
and grammar in Welsh, and provide Welsh language interfaces for
software (where an interface exists).
You must ensure that (a) the text of the homepage of your intranet is available in Welsh,
(b) any Welsh language text on your intranet's homepage (or, where
relevant, your Welsh language intranet homepage) is fully functional,
and
(c) the Welsh language is treated no less favourably than the English
language in relation to the homepage of your intranet.
If you have a Welsh language page on your intranet that corresponds
to an English language page, you must state clearly on the English
language page that the page is also available in Welsh, and must
provide a direct link to the Welsh language page on the
corresponding English language page.
You must designate and maintain a page (or pages) on your intranet
which provides services and support material to promote the Welsh
language and to assist your staff to use the Welsh language.
You must provide the interface and menus on your intranet pages in
Welsh.
You must assess the Welsh languages skills of your employees.
You must provide training in Welsh in the following areas, if you
provide such training in English -
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(a) recruitment and interviewing;
(b) performance management;
(c) complaints and disciplinary procedures;
(ch) induction;
(d) dealing with the public; and
(dd) health and safety.
You must provide training (in Welsh) on using Welsh effectively in (a) meetings;
(b) interviews; and
(c) complaints and disciplinary procedures.
You must provide opportunities during working hours (a) for your employees to receive basic Welsh language lessons, and
(b) for employees who manage others to receive training on using the
Welsh language in their role as managers.
You must provide opportunities for employees who have completed
basic Welsh language training to receive further training free of
charge, to develop their language skills.
You must provide training courses so that your employees can
develop (a) awareness of the Welsh language (including awareness of its
history and its role in Welsh culture);
(b) an understanding of the duty to operate in accordance with the
Welsh language standards;
(c) an understanding of how the Welsh language can be used in the
workplace.
When you provide information to new employees (for example by
means of an induction process), you must provide information for the
purpose of raising their awareness of the Welsh language.
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You must provide text or a logo for your staff to include in e-mail
signatures which will enable them to indicate whether they speak
Welsh fluently or whether they are learning the language.
You must provide wording for your employees which will enable them
to include a Welsh language version of their contact details in e-mail
messages, and to provide a Welsh language version of any message
which informs others that they are unavailable to respond to e-mail
messages.
When you assess the requirements for a new or vacant post, you
must assess the need for Welsh language skills, and categorise it as
a post where one or more of the following apply (a) Welsh language skills are essential;
(b) Welsh language skills need to be learnt when appointed to the
post;
(c) Welsh language skills are desirable; or
(ch) Welsh language skills are not necessary.
If you have categorised a post as one where Welsh language skills
are essential, desirable or need to be learnt you must (a) specify that when advertising the post, and
(b) advertise the post in Welsh.
When you advertise a post, you must state that applications may be
submitted in Welsh, and that an application submitted in Welsh will
not be treated less favourably than an application submitted in
English.
If you publish (a) application forms for posts;
(b) material that explains your procedure for applying for posts;
(c) information about your interview process, or about other
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assessment methods when applying for posts;
(ch) job descriptions;
you must publish them in Welsh; and you must ensure that the Welsh
language versions of the documents are treated no less favourably
than any English language versions of those documents.
You must not treat an application for a post made in Welsh less
favourably than you treat an application made in English (including,
amongst other matters, in relation to the closing date you set for
receiving applications and in relation to any time-scale for informing
individuals of decisions).
You must ensure that your application forms for posts (a) provide a space for individuals to indicate that they wish to use
the Welsh language at an interview or at any other method of
assessment, and
(b) explain that you will provide a translation service from Welsh to
English for that purpose if it is required;
and, if the individual wishes to use the Welsh language at the
interview or assessment, you must provide a simultaneous
translation service at the interview or assessment (unless you
conduct the interview or assessment in Welsh without that translation
service).
When you inform an individual of your decision in relation to an
application for a post, you must do so in Welsh if the application was
made in Welsh.
When you erect a new sign or renew a sign in your workplace
(including temporary signs), any text displayed on the sign must be
displayed in Welsh (whether on the same sign as the corresponding
English language text or on a separate sign), and if the same text is
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displayed in Welsh and in English, you must not treat the Welsh
language text less favourably than the English language text.
When you erect a new sign or renew a sign in your workplace
(including temporary signs) which conveys the same information in
Welsh and in English, the Welsh language text must be positioned so
that it is likely to be read first.
You must ensure that the Welsh language text on signs displayed in
your workplace is accurate in terms of meaning and expression.
When you make announcements in the workplace using audio
equipment, that announcement must be made in Welsh, and if the
announcement is made in Welsh and in English, the announcement
must be made in Welsh first.
You must produce, and publish on your website, a 5-year strategy
that sets out how you propose to promote the Welsh language and to
facilitate the use of the Welsh language more widely in your area;
and the strategy must include (amongst other matters) (a) a target (in terms of the percentage of speakers in your area) for
increasing or maintaining the number of Welsh speakers in your area
by the end of the 5 year period concerned, and
(b) a statement setting out how you intend to reach that target;
and you must review the strategy and publish a revised version on
your website within 5 years of publishing a strategy (or of publishing
a revised strategy).
Five years after publishing a strategy in accordance with standard
145 you must (a) assess to what extent you have followed that strategy and have
reached the target set by it, and
(b) publish that assessment on your website, ensuring that it contains
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the following information (i) the number of Welsh speakers in your area, and the age of those
speakers;
(ii) a list of the activities that you have arranged or funded during the
previous 5 years in order to promote the use of the Welsh language.
You must keep a record, in relation to each financial year, of the
number of complaints you receive relating to your compliance with
standards.
You must keep a copy of any written complaint that you receive that
relates to your compliance with the standards with which you are
under a duty to comply.
You must keep a copy of any written complaint that you receive that
relates to the Welsh language (whether or not that complaint relates
to the standards with which you are under a duty to comply).
You must keep a record of the steps that you have taken in order to
ensure compliance with the policy making standards with which you
are under a duty to comply.
You must keep a record (following assessments of your employees'
Welsh language skills made in accordance with standard 127), of the
number of employees who have Welsh language skills at the end of
each financial year and, where you have that information, you must
keep a record of the skill level of those employees.
You must keep a record, for each financial year of (a) the number of members of staff who attended training courses
offered by you in Welsh (in accordance with standard 128), and
(b) if a Welsh version of a course was offered by you in accordance
with standard 128, the percentage of the total number of staff
attending the course who attended that version.
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You must keep a copy of every assessment that you carry out (in
accordance with standard 136) in respect of the Welsh language
skills that may be needed in relation to a new or vacant post.
You must keep a record, in relation to each financial year of the
number of new and vacant posts which were categorised (in
accordance with standard 136) as posts where (a) Welsh language skills are essential;
(b) Welsh language skills need to be learnt when appointed to the
post;
(c) Welsh language skills are desirable; or
(ch) Welsh language skills are not necessary.
You must ensure that a document which records the service delivery
standards with which you are under a duty to comply, and the extent
to which you are under a duty to comply with those standards, is
available (a) on your website, and
(b) in each of your offices that are open to the public.
You must (a) ensure that you have a complaints procedure that deals with the
following matters (i) how you intend to deal with complaints relating to your compliance
with the service delivery standards with which you are under a duty to
comply, and
(ii) how you will provide training for your staff in relation to dealing
with those complaints,
(b) publish a document that records that procedure on your website,
and
(c) ensure that a copy of that document is available in each of your
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offices that are open to the public.
You must 30/03/2016
(a) ensure that you have arrangements for
(i) overseeing the way you comply with the service delivery standards
with which you are under a duty to comply,
(ii) promoting the services that you offer in accordance with those
standards, and
(iii) facilitating the use of those services,
(b) publish a document that records those arrangements on your
website, and
(c) ensure that a copy of that document is available in each of your
offices that are open to the public.
(1) You must produce a report (an "annual report"), in Welsh, in
30/03/2016
relation to each financial year, which deals with the way in which you
have complied with the service delivery standards with which you
were under a duty to comply during that year.
(2) The annual report must include the number of complaints that you
received during that year which related to your compliance with the
service delivery standards with which you were under a duty to
comply.
(3) You must publish the annual report no later than 30 June
following the financial year to which the report relates.
(4) You must publicise the fact that you have published an annual
report.
(5) You must ensure that a current copy of your annual report is
available (a) on your website, and
(b) in each of your offices that are open to the public.
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You must publish a document on your website which explains how
you intend to comply with the service delivery standards with which
you are under a duty to comply.
You must provide any information requested by the Welsh Language
Commissioner which relates to your compliance with the service
delivery standards with which you are under a duty to comply.
You must ensure that a document which records the policy making
standards with which you are under a duty to comply, and the extent
to which you are under a duty to comply with those standards, is
available (a) on your website, and
(b) in each of your offices that are open to the public.
You must (a) ensure that you have a complaints procedure that deals with the
following matters (i) how you intend to deal with complaints relating to your compliance
with the policy making standards with which you are under a duty to
comply, and
(ii) how you will provide training for your staff in relation to dealing
with those complaints,
(b) publish a document that records that procedure on your website,
and
(c) ensure that a copy of that document is available in each of your
offices that are open to the public.
You must (a) ensure that you have arrangements for overseeing the way you
comply with the policy making standards with which you are under a
duty to comply,
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(b) publish a document that records those arrangements on your
website, and
(c) ensure that a copy of that document is available in each of your
offices that are open to the public.
(1) You must produce a report (an "annual report"), in Welsh, in
relation to each financial year, which deals with the way in which you
have complied with the policy making standards with which you were
under a duty to comply during that year.
(2) The annual report must include the number of complaints you
received during the year which related to your compliance with the
policy making standards with which you were under a duty to comply.
(3) You must publish the annual report no later than 30 June
following the financial year to which the report relates.
(4) You must publicise the fact that you have published an annual
report.
(5) You must ensure that a current copy of your annual report is
available (a) on your website, and
(b) in each of your offices that are open to the public.
You must publish a document on your website which explains how
you intend to comply with the policy making standards with which you
are under a duty to comply.
You must provide any information requested by the Welsh Language
Commissioner which relates to compliance with the policy making
standards with which you are under a duty to comply.
You must ensure that a document which records the operational
standards with which you are under a duty to comply, and the extent
to which you are under a duty to comply with those standards, is
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available (a) on your website, and
(b) in each of your offices that are open to the public.
You must (a) ensure that you have a complaints procedure that deals with the
following matters (i) how you intend to deal with complaints relating to your compliance
with the operational standards with which you are under a duty to
comply, and
(ii) how you will provide training for your staff in relation to dealing
with those complaints, and
(b) publish a document that records that procedure on your intranet.
You must (a) ensure that you have arrangements for
(i) overseeing the way you comply with the operational standards
with which you are under a duty to comply,
(ii) promoting the services that you offer in accordance with those
standards, and
(iii) facilitate the use of those services, and
(b) publish document that records that procedure on your intranet.
(1) You must produce a report (an "annual report"), in Welsh, in
relation to each financial year, which deals with the way in which you
have complied with the operational standards with which you were
under a duty to comply during that year.
(2) The annual report must include the following information (where
relevant, to the extent you are under a duty to comply with the
standards referred to) (a) the number of employees who have Welsh language skills at the
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end of the year in question (on the basis of the records you kept in
accordance with standard 151);
(b) the number of members of staff who attended training courses
you offered in Welsh during the year (on the basis of the records you
kept in accordance with standard 152);
(c) if a Welsh version of a course was offered by you during that year,
the percentage of the total number of staff attending the course who
attended the Welsh version (on the basis of the records you kept in
accordance with standard 152);
(ch) the number of new and vacant posts that you advertised during
the year which were categorised as posts where (i) Welsh language skills were essential,
(ii) Welsh language skills needed to be learnt when appointed to the
post,
(iii) Welsh language skills were desirable, or
(iv) Welsh language skills were not necessary, (on the basis of the
records you kept in accordance with standard 154);
(d) the number of complaints that you received during that year which
related to your compliance with the operational standards with which
you were under a duty to comply.
(3) You must publish the annual report no later than 30 June
following the financial year to which the report relates.
(4) You must publicise the fact that you have published an annual
report.
(5) You must ensure that a current copy of your annual report is
available (a) on your website, and
(b) in each of your offices that are open to the public.
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You must publish a document on your website which explains how
you intend to comply with the operational standards with which you
are under a duty to comply.
You must provide any information requested by the Welsh Language
Commissioner which relates to compliance with which you are under
a duty to comply.
You must ensure that a document which records the promotion
standards with which you are under a duty to comply, and the extent
to which you are under a duty to comply with those standards, is
available (a) on your website, and
(b) in each of your offices that are open to the public.
You must provide any information requested by the Welsh Language
Commissioner which relates to compliance with the promotion
standards with which you are under a duty to comply.
You must ensure that a document which records the record keeping
standards with which you are under a duty to comply, and the extent
to which you are under a duty to comply with those standards, is
available (a) on your website, and
(b) in each of your offices that are open to the public.
You must provide any records you kept in accordance with the record
keeping standards with which you are under a duty to comply to the
Welsh Language Commissioner, if the Commissioner asks for those
records.

30/03/2016

30/03/2016

30/09/2016

30/09/2016

30/03/2016

30/03/2016

Meri Huws
Welsh Language Commissioner

Date: 30/09/2015
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Introduction
Rhondda Cynon Taf County Borough Council is committed to providing the best
possible services to customers, residents and visitors to the Borough. We pride
ourselves on delivering services well and having staff that are committed to
doing a good job. We recognise that on occasions either the delivery or quality
of our services may fall short or exceed both ours and/or our customers’
expectations and when this happens we want our residents, customers and
visitors to let us know.
As a Council we value all customer feedback good or bad and use this
information to both improve and develop services to meet the needs of both
customers and local communities. This policy outlines the Council’s process for
dealing with complaints and other customer feedback such as compliments and
comments and explains what we do with the feedback we receive.
The Customer Feedback Scheme
Rhondda Cynon Taf recognise the importance of working together with our
residents to better understand the needs of our communities.
The Customer Feedback Scheme provides an opportunity for both residents
and visitors to Rhondda Cynon Taf to tell the Council what we do well, make
suggestions for improvements and if dissatisfied with a service, to make a
complaint. All feedback received is reviewed and themes are scrutinised to
identify where improvements are needed and good practice is highlighted and
shared across services.
The information from customers enables us to evaluate whether we are
providing essential services well and where we need to make improvements.
There are various ways that you can give us feedback which are detailed below.
Compliments and Comments
Compliments
If you have experienced a good service from the Council, had a good
experience at one of our events or want to praise one of our staff for doing a
good job you can use the Customer Feedback Scheme to make a compliment.
Compliments are important as it enables us to evaluate how well our services
are being delivered and recognise staff who may go over and above what is
expected to give residents and visitors a positive experience. We share and
promote examples of good practice across service areas and use your
feedback to understand what is important to our customers.

Comments
If you have a suggestion as to how the Council could improve or want to
comment, good or bad, about any aspect of Council Services you can do so
through the Customer Feedback Scheme. All comments are looked at and
considered by the relevant service areas.
You can make a comment or compliment in the following ways:
• Request a copy of our feedback form from the member of staff you are
already in contact with.
• Contact us by telephone: 01443 425005.
• Use the feedback form on our website at: www.rctcbc.gov.uk
• E-mail us at: feedback@rctcbc.gov.uk
• Write a letter to us at : Customer Feedback, BSU, Ty Elai, Williamstown,
Tonypandy, RCT, CF40 1NY
Whilst we encourage both compliments and comments it is not possible to
respond to each one that we receive. Compliments and comments received
online will be acknowledged automatically but other communications, given the
number that are received may not generate a response. All compliments and
comments made through the methods detailed at the end of this policy are
however, logged and considered.
Complaints
We acknowledge that despite our best efforts sometimes things go wrong and
when this happens we want to put things right.
As a Council Rhondda Cynon Taf is committed to dealing effectively with any
concerns or complaints you may have about our service and aim to put right
any mistakes as quickly as we can. If we have got things wrong or failed to
deliver a service that you are entitled to then we will apologise and try and put
things right. We also aim to learn from our mistakes and use the information we
gain to improve our services.
Whilst we are committed to resolving complaints it is not always possible to
meet every customer’s expectations. As a Council we have to adapt to changes
in society, take account of financial pressures and prioritise. This can mean that
services and the way we deliver them also has to adapt to ensure that we are
making best use of resources whilst continuing to meet the needs of our
customers and the most vulnerable in our communities.

When to use this policy
When you express your concerns or complain to us, we will usually respond in
the way we explain below. However, sometimes you may have a statutory right
of appeal, for example against a refusal to grant you planning permission or the
decision not to give your child a place in a particular school so, rather than
investigate your concern, we will explain to you how you can appeal.
Sometimes, you might be concerned about matters that are not decided by us
or services that we do not provide, if this is the case we will let you know and
provide advice on which organisation you should direct your concern to.
This policy does not apply to complaints about Social Services. These are dealt
with separately under a different policy, guidance and legislation.
Complaints regarding a school are also dealt with under separate procedures
and in the first instance you should approach the Head teacher of the school
concerned.
Other areas where this policy does not apply can be found in Appendix 1.
Have you asked us yet?
If you are approaching us for a service or reporting a problem for the first time,
(e.g. reporting a faulty street light, missed bin or pot hole) then this policy
does not apply. You should in the first instance give us the opportunity to
respond to your request and wherever possibly rectify the problem.
If you have already told us or requested a service and either the problem has
not been put right or you are not happy with our response you will be able to
make your concern known as detailed below.
Making a complaint
You can make your complaint in any of the following ways:
• Request a copy of our feedback form from the member of staff you are
already in contact with. Tell them that you want us to deal with the matter
formally.
• Contact us by telephone to make your complaint on: 01443 425005.
• Use the feedback form on our website at: www.rctcbc.gov.uk
• E-mail us at: feedback@rctcbc.gov.uk
• Write a letter to us at : Customer Feedback, BSU, Ty Elai, Williamstown,
Tonypandy, RCT, CF40 1NY

•

Visit one of our One4all Centres based in Aberdare, Mountain Ash,
Porth, Pontypridd or Treorchy. We aim to have complaint forms
available at all of our reception areas, libraries and other Council run
facilities. Copies of this policy and the complaint form will be made
available in alternative languages, audio, large print and Braille, upon
request.

Dealing with your complaint
•
•
•
•

We will formally acknowledge your complaint within 5 working days and
let you know how we intend to deal with it.
We will ask you to tell us how you would like us to communicate with you
and establish whether you have any particular requirements – for
example, if you have a disability such as hearing or vision loss.
We will deal with your complaint in an open and honest way.
We will make sure that your dealings with us in the future do not suffer
just because you have expressed a concern or made a complaint.

Normally, we will only be able to look at your concerns if you tell us about them
within 6 months. This is because it’s better to look into your concerns while the
issues are still fresh in everyone’s mind.
We may in exceptional circumstances be able to look at concerns which are
brought to our attention later than this. You will however have to give us
strong reasons why you have not been able to bring it to our attention earlier
and we will need to have sufficient information about the issue to allow us to
consider it properly. (In any event, regardless of the circumstances, we will
not consider any concerns about matters that took place more than 12 months
ago.)
There are two stages to the Council’s complaints procedure:
•
A Stage 1 complaint (also referred to as informal resolution) is the
quickest and often the most effective way of dealing with your complaint.
Unless a complaint is of a very serious nature we expect all complaints
to be dealt with initially at Stage 1.
•
A Stage 2 complaint enables you to escalate the matter if you
remain dissatisfied with the outcome at Stage 1. Stage 2 complaints will
be dealt with by a senior officer within the Council and may be
independent to the service your complaint relates to.
The Council reserve the right to escalate serious matters straight to Stage 2
should it feel this is necessary based on the nature and seriousness of the
complaint raised.

Stage 1 (also referred to as Informal resolution).
Wherever possible we believe it’s best to deal with things straight away rather
than try to sort them out later. If you have a concern, raise it with the officer or
service you are or have been dealing with. If possible they may be able to
resolve the issue for you there and then.
If this is not possible and the matter requires further investigation the relevant
service area will look at the complaint and provide a response wherever
possible within 10 working days. For some more complex complaints this may
take longer, however, we aim to provide a response to most complaints within
a maximum of 20 working days.
As a minimum standard we expect the response to your complaint to:
•
•
•
•

Offer an apology where appropriate
Advise what action is to be taken to put things right
Identify any lessons learnt and;
Provide information on what to do if you remain dissatisfied.

Stage 2 (also referred to as formal resolution).
Should you remain dissatisfied with the response to your complaint at Stage 1
and we have been unable to provide a resolution to the issues you have
raised you can request that your complaint be considered at Stage 2.
Complaints that have followed Council Policy and/or are based on properly
made decisions cannot be considered at Stage 2. You may however escalate
your complaint to Stage 2 of the process when:
•
The relevant service has had adequate opportunity to address
your complaint but has not provided you with a response in accordance
with the Stage 1 requirements.
•
You believe that your complaint has not received adequate or
proper consideration or is based on incorrect or factually inaccurate
information.
•
The response has not addressed all the issues raised as part of
your complaint.
•
The investigation has failed to take account of relevant legislation
and your individual rights under such legislation, for example, The
Disability Discrimination Act.
You are required to provide a detailed explanation of why you think your
complaint was not properly addressed at Stage 1, together with your desired
outcome.

Occasionally specific complaint issues may warrant clarification, for example
when written complaints are long, unspecific, or when complex complaints
taken by telephone have been noted and require clarification. In such
circumstances the Investigating officer will contact you with a complaint
summary as they see it, to agree/clarify issues prior to investigation.
Should you fail to respond and agree/clarify issues within 28 days, the
complaint will be closed and a letter to this effect will be sent to you.
Dealing With Your Stage 2 Complaint
We will formally acknowledge your complaint within 5 working days and will
usually reply to you in the same way you communicated with us. For example,
if you complained by email in Welsh, we would respond by email in Welsh,
unless you inform us that you have different requirements.
Once received your complaint will be managed by a Complaints Co-ordinator
for the service area that your complaint relates to. They will appoint a senior
officer from the service or in some instances an officer from another service to
undertake an investigation.
The Investigating Officer will review the information provided at Stage 1 and
may contact you to clarify matters and to discuss your desired outcome. They
may also discuss the situation with Council staff and for some complaints may
need to look at information we hold on you.
If you are not happy for the Investigating Officer to view information we hold on
you then you should let us know when you make your complaint. It is possible
that refusal to allow access to information we hold may mean that we cannot
continue to investigate some or all of the issues you have raised.
Our commitment when dealing with complaints is to find a resolution wherever
possible and If the officer looking at your complaint can identify a simple
solution to the issue(s) raised they may contact you with their proposed
resolution and try to reach an agreement rather than proceeding with an
investigation.
We aim to deal with complaints as quickly as possible and deal with the vast
majority at Stage 2 within 20 working days. With more complex complaints
and/or complaints that involve more than one service area it may take longer to
carry out a full and thorough investigation. If this is the case we will contact you
to agree a revised timescale which should be no longer than 3 months following
the date of your original complaint.
On completion of your complaint we will provide you with a formal written
response detailing our findings and explaining how we reached our

conclusions. We will accept our mistakes where we have made them and will
always apologise where it is appropriate to do so. If as part of the investigation
of your complaint we identify failings we will explain how we plan to put things
right and/or make improvements to prevent a similar occurrence in the future.
Putting Things Right
If we did not provide a service you should have received, we will aim to provide
It if that is possible. If we did not do something well, we will aim to put it right.
If you have lost out as a result of a mistake on our part, we will try to put you
back in the position you would have been in, had we got the matter right.
If you had to pay for a service yourself, which you should have received from
us, or if you were entitled to funding you did not receive, we will usually aim to
make good what you have lost.
When There Is More Than One Body Involved
If your complaint covers more than one body e.g. Rhondda Cynon Taf County
Borough Council and South Wales Police, we will usually work with them to
decide who should take a lead in dealing with the matter. You will then be
notified of the officer responsible for communicating with you while your
complaint is considered.
If the complaint is about a body working on our behalf, for example, a specialist
company contracted by the Authority you may wish to raise the matter with them
first however, should you wish to raise the matter with us on a formal basis,
we will look into the complaint and respond to you.
Welsh Language Complaints
Welsh Language, Standards & Compliance.
The Welsh Language (Wales) Measure 2011 established a legal framework to
impose duties on certain organisations to comply with standards in relation to
the Welsh language by way of sub-legislation (Welsh Language
Regulation Standards). The standards issued to Rhondda Cynon Taf County
Borough Council are listed in ‘Rhondda Cynon Taf County Borough Council
Compliance Notice – Section 44 Welsh Language (Wales) Measure 2011’.
All our standards, including Service Delivery, Policy Making & Operational are
available to view, online at www.rctcbc.gov.uk/WelshServices or at any of our
reception centres.
Complaints or Concerns regarding the Welsh Language will follow
the timeframes and steps highlighted in the Council’s policy. The Council, as

this policy has already referred to, will make sure that the investigating officers
consult with any relevant legislation before determining whether the authority
or service area has acted in accordance with legislative requirements or in line
with approved policies and procedures.
Officers are aware of the Welsh Language Standards having attended training,
and this Complaints and Concerns Policy via briefings. Officers will follow this
corporate approach when dealing with a complaint concerning the Welsh
Language and our Standards and are able to consult with the authority’s
Compliance Officer and Service Manager for the Welsh Language for further
advice.
If you feel that the complaint has not been resolved satisfactorily or that
someone is interfering with your freedom to use Welsh, you may complain
directly to the Welsh Language Commissioner. You can contact the Welsh
Language Commissioner by:
•
•
•

Phone: 0845 6033221
Email: post@welshlanguagecommissioner.org
Writing to: The Welsh Language Commissioner, Market Chambers, 5-7 St Mary
Street, Cardiff CF10 1AT
Alternatively call in to any of our reception centres who hold a copy of the
Commissioners Guide to making a complaint.
Public Services Ombudsman for Wales
If we do not succeed in resolving your complaint, you may complain to the
Public Services Ombudsman for Wales. The Ombudsman is independent of all
public bodies and can look into your complaint if you believe that you personally,
or the person on whose behalf you are complaining:
•
•

Have been treated unfairly, or received a poor service as a result of a
failure on the part of the body providing it.
Have been disadvantaged personally by a service failure or have been
treated unfairly.

You can contact the Ombudsman by:
•

telephone:

0300 790 0203

•

e-mail:

ask@ombudsman-wales.org.uk

•

writing to:

The Public Services Ombudsman for Wales,
1 Ffordd yr Hen Gae,
Pencoed

CF35 5LJ
Learning Lessons
We take complaints seriously and try to learn from any mistakes that we
have made. All service improvements identified from complaints are logged
and monitored by the Customer Feedback and Engagement Team and
examples of these will be made publicly available.
Our Corporate Management Team and Cabinet will consider a 6 monthly
summary of all complaints received, plus details of any serious complaints
with recommendations where service improvements have been identified.
Further Help
If you are dealing with a member of Council staff they can help you make your
complaint known to us. If you need extra assistance, we will try to put you in
touch with someone who can help.
Older People
If you are over the age of 60, you can get advice and assistance from the Older
People’s Commissioner for Wales, whose contact details are:
The Older People’s Commissioner for Wales,
Cambrian Buildings,
Mount Stuart Square,
Butetown,
Cardiff
CF10 5FL
Telephone No: 02920 445 030 (local rate) or 08442 640 670 (standard
rate), or by Fax No: 08442 640 680.
Children and Young People
If you are under the age of 18 you can get advice and assistance from are still
unhappy or need further help, you can contact the Children’s Commissioner for
Wales, whose contact details are:
01792 765600 (South Wales)
01492 523333 (North Wales)
post@childcomwales.org.uk
www.childcom.org.uk

South Wales Office:
Oystermouth House
Phoenix Way
Llansamlet
Swansea
SA7 9FS

North Wales Office:
Penrhos Manor
Oak Drive
Colwyn Bay
Conwy
LL29 7YW

What We Expect From You When Dealing With Your Complaint
We accept that in times of trouble or distress people may act out of character.
There may have been upsetting or distressing circumstances leading up to a
complaint. Such behaviour is not considered unacceptable just because it is
forceful or determined.
We believe you have the right to be heard, understood and respected. However,
we also consider that our staff have the same rights and therefore expect you
to be polite and courteous in your dealings with us. We will not tolerate
aggressive or abusive behaviour, unreasonable actions, demands or
persistence.
We will invoke our Unreasonably Persistent Customer policy will to manage
situations when a person’s behaviour in relation to their complaint is considered
unreasonable or unacceptable, or when the nature/ frequency of their contact
takes up a disproportionate amount of time.

APPENDIX A

Complaint/ Concern form
A: Your details
Surname

Forename(s):

Address and postcode:
(to receive letter
response)

Title: Mr/Mrs/Miss/Ms - if
other please state:

Your e-mail address:
Daytime contact phone
number
Mobile number:
Please state by which of the above methods you would prefer us to contact you.
_____________________________________________________________
Your requirements
If our usual way of dealing with complaints makes it difficult for you to use our
service, for example, if English or Welsh is not your first language, or you
need to engage with us in a particular way, for example, if you have a sight
impairment and would prefer to receive a daisy disc, please tell us so that we
can confirm the most accessible form of contact with you.
The person who experienced the problem should normally fill in this form.
However, if you are completing it on behalf of someone else, please also fill in
section B, below. Before taking the complaint forward we will need to satisfy
ourselves that you have the authority to act on behalf of the person
concerned.
B:

Making a concern or a complaint on behalf of someone else: Their
Details.

Their name in full:
Address and postcode:
What is your relationship to them?

Why are you raising a concern/
making a complaint on their
behalf?
C:

About your complaint/concern - please continue your answers to
the following questions on a separate sheet(s) if necessary.

C.1

Name of the department/section/service you are complaining about:

C.2

What do you think they did wrong, or failed to do?

C.3

Describe how you have personally suffered or adversely affected.

C.4

What do you think should be done to put things right?

C.5

When did you first become aware of the problem?

C.6

Have you already put your complaint/concern to frontline staff
responsible for delivering the service? If so, please give brief details of
how and when you did so.

C.7

If it is more than 12 months since you first became aware of the
problem, please give the reason(s) why you have not complained
before now.

If you have any documents to support your complaint/concern, please attach
them with this form.

Signature:...........................................................

Date:..........................................

When you have completed this form, please send it to:
Customer Feedback c/o BSU
Rhondda Cynon Taf County Borough Council,
Ty Elai
Williamstown
Tonypandy
CF40 1NY

Alternatively, email a copy to: feedback@rctcbc.gov.uk

APPENDIX B
Areas where this policy may or do not apply:
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Allegations of criminal activity
Approved Working Practices
Complaints about Councillors
Council policies
Council Tax matters
Determination of Housing Benefit entitlement
Employment matters
Freedom of Information matters
Homelessness matters
Legal and insurance claims
Parking Contravention Notices
Planning applications decisions
School matters
Complaints from procured services

