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The Older People’s Commissioner for Wales
The Older People’s Commissioner for Wales protects and promotes the rights of older people 
throughout Wales, scrutinising and influencing a wide range of policy and practice to improve 
their lives. She provides help and support directly to older people through her casework team 
and works to empower older people and ensure that their voices are heard and acted upon. The 
Commissioner’s role is underpinned by a set of unique legal powers to support her in reviewing 
the work of public bodies and holding them to account when necessary. 

The Commissioner is taking action to end ageism and age discrimination, stop the abuse of 
older people and enable everyone to age well. 

The Commissioner wants Wales to be the best place in the world to grow older. 

How to contact the Commissioner:
The Older People’s Commissioner for Wales
Cambrian Buildings
Mount Stuart Square
Cardiff 
CF10 5FL

Phone: 03442 640 670
Email:  ask@olderpeoplewales.com
Website: www.olderpeoplewales.com
Twitter:  @talkolderpeople

Accessible Formats
If you would like this publication in an alternative format and/or 
language, please contact us. All publications are also available to download and 
order in a variety of formats from our website. 

Mae’r ddogfen hon ar gael yn Gymraeg // This document is available in Welsh
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Foreword
At the time of writing this we are all experiencing the challenges posed by the Covid-19 
pandemic, the restrictions on our lives, and the sorrow at the loss of life.

Inevitably this review of the year is coloured by our experiences of the last few months and the 
impact on older people. As Older People’s Commissioner for Wales I have felt this acutely, and 
my heart goes out to all who have lost loved ones, and to those who are facing many everyday 
struggles and difficulties.

But this dreadful pandemic has also shown some of the best of who we are, and I am inspired 
and encouraged by the commitment, creativity and solidarity that so many have shown. We will 
need all of this, and more, as we navigate the coming months together.

In presenting this report I want to thank all the older people who have engaged with me and my 
team, for their ideas, wisdom, challenge and support. In particular I want to pay tribute to Phyllis 
Preece, who sadly died this year. Phyllis was Chair of the National Pensioners Convention and 
much more besides. She was a good friend to me and my predecessors and our teams, and 
she is much missed.

I would also like to thank all the individuals and organisations we are working with who 
demonstrate why Wales can be the best place in the world to grow older, despite the extreme 
challenges we currently face.

I have been well supported by my Audit and Risk Assurance Committee who provide objective 
and clear counsel, assessment and assurance on risk, something that is particularly important in 
this time of fast change and flux. 

And, finally, a warm and heartfelt thank you to my team. The impact I make as Commissioner, 
which you will read about in this report, would not be possible without their hard work and 
invaluable support.

Heléna Herklots CBE
Older People’s Commissioner for Wales
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“I would like to thank all the 
individuals and organisations 
we are working with who 
demonstrate why Wales can be 
the best place in the world to 
grow older, despite the extreme 
challenges we currently face.”

Heléna Herklots CBE
Older People’s Commissioner for Wales 
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Commissioner’s          
Response to Covid-19
As Wales went into lockdown, the focus of the 
Commissioner’s work shifted significantly. 

Much of the work planned from April 2020 onwards was put 
on hold so the Commissioner and her team could focus on 
protecting older people’s rights and ensuring they could 
access help and support. 

A summary of the action taken by the Commissioner to 
respond to the issues and challenges presented by the 
pandemic is set out below. 



Impact and Reach 2019-20          7 

.....................................................................................................................................

Learning the lessons and preparing for the next phase

The Commissioner is working to ensure that the needs of older people, and their experiences 
during the Covid-19 pandemic, shape the decisions and action that are taken as Wales moves 
into the next phase. 

In August, she published ‘Leave No-one Behind: Action for an age-friendly recovery’, that sets 
out the action that is needed across a number of key areas to ensure that older people can get 
the support they need, are not excluded from society and can continue to make a significant 
contribution to our communities and economy. 

The report is based on the experiences of older people, including those the Commissioner has 
engaged with directly, and also draws upon wider evidence to examine the impact of Covid-19 
on older people and determine where changes and improvements are needed. 

The Commissioner’s calls for action set out what must happen immediately, as well as the 
crucial structural changes needed longer-term to tackle the long-standing issues faced by older 
people that have been exacerbated by Covid-19. 

Alongside this, the Commissioner will also continue to meet and engage with Welsh 
Government Ministers and officials, as well as working with other public bodies, to ensure 
that action to tackle the issues and challenges faced by older people is included in plans and 
decisions as Wales moves forward.  

Protecting older people’s rights

Following concerns raised by the Commissioner that older people’s rights may not have been 
sufficiently protected during the Covid-19 pandemic, she is working with the Equality and 
Human Rights Commission to examine the most effective levers, including the use of legal 
powers, to scrutinise the decisions that have been made by the Welsh Government and other 
public bodies in order to identify improvements that can be made to ensure that older people’s 
rights are protected.

The Commissioner raised a number of concerns relating to older people’s rights, and the 
impact of ageism and age discrimination on older people during the pandemic, when she gave 
evidence to Senedd Cymru’s Equality, Local Government and Communities Committee, and 
strongly welcomed their calls for action to reinstate, protect and promote people’s rights.  

The Commissioner will also continue to work with the network of leaders of key organisations 
that support older people throughout the UK that she established in March, which includes the 
Older People’s Commissioner for Northern Ireland, Age UK, Independent Age, Age Cymru, 
Age Scotland, Age NI and Scottish Care. The network is scrutinising the action being taken in 
response to Covid-19 by governments and public bodies across the UK to ensure that older 
people’s rights are protected and will raise any concerns they may have with a powerful, 
collective voice. 

Using this voice, the group has issued media statements on older people’s rights to treatment 
and blanket decisions relating to Do Not Attempt CPR notices, which received extensive 
coverage across Welsh and UK media outlets and have led to changes in Wales and the other 
UK nations.
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Protecting and supporting older people living in care homes in Wales

From the beginning of the pandemic, the Commissioner called on the Welsh Government to 
take more action to protect and support older people living in care homes in Wales, in particular 
the need for testing to be made available to residents and staff in all care homes, something 
that was initially precluded by the government’s testing policy. 

The Commissioner called for a published action plan for care homes – covering key issues 
including access to testing, the supply of personal protective equipment, hospital discharge 
and financial security – to provide assurance to older people, their families and care home 
workers that the right action would be taken, at the right time, to protect and support them. 
This action plan was published in October, and the Commissioner will be closely monitoring its 
implementation throughout Wales.

In June, the Commissioner also published her ‘Care Home Voices’ report, as she was 
concerned that the voices of older people, their families and friends and those working in care 
homes – ‘experts by experience’ – were not being sufficiently heard. 

The report gives a voice to people living and working in care homes and provides a snapshot of 
their experiences during the pandemic. Its findings are based on discussions the Commissioner 
had with older people living in care homes and over 120 written responses (received during May 
and June) to a series of questions about people’s experiences in care homes during lockdown, 
the issues and challenges they have faced and the changes and improvements they would like 
to see.

The report not only highlights issues and challenges, but also some of the good practice that 
has been making a positive difference to the lives of older people living in care homes in the 
most difficult circumstances.

The report includes a number of calls for action – based on what older people, their families 
and friends, and care home staff have shared – which set out what needs to happen, both 
immediately and in the longer-term, to ensure that older people living in care homes are kept 
safe and protected, and have the best possible quality of life.

Ensuring older people can access health and care services

The Commissioner has been working to influence wider policy and decisions relating to health 
and social care, through ongoing engagement with and scrutiny of the Welsh Government and 
other key public bodies, and as a member of several key advisory groups and networks, such 
as the Covid-19 Moral and Ethical Advisory Group Wales, which published the ethical values 
and principles framework for healthcare delivery. 

The Commissioner is also working to ensure that the provisions in the Coronavirus Act 2020 
– which removes the duties for local authorities to assess and provide social care services to 
those who are eligible, as set out in the Social Services and Well-being (Wales) Act 2014 – are 
repealed as soon as possible to ensure that older people’s rights under the 2014 legislation are 
fully restored. 
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Supporting older people experiencing, or at risk of, abuse

The Commissioner established an Action Group of over 30 organisations who are working 
together to ensure that older people can get the support they need to keep them safe and 
protected from abuse and crime. 

The group has been to raising awareness of the things that older people can do to keep 
themselves safe and protected, and the role the wider public can play in protecting older people. 
Alongside this, the group has been promoting the services and support available that can help 
older people, as well as encouraging people to report any concerns they may have about an 
older person’s safety or well-being.

To support this, the group has produced an information pack, which provides useful information 
and resources about how older people can stay safe and protect themselves from abuse, 
scams and crime. The group has also issued several statements – relating to identifying abuse 
and reporting concerns, crimes and scams that have emerged during the pandemic, and 
staying safe online, and has used social media to quickly and widely distribute key information, 
messages and resources.

Members of the action group have formed a Steering Group, to ensure a strategic approach to 
tackle issues that have arisen as a result of the pandemic and a number of long-standing issues 
relating to safeguarding and protection. They have developed a strategy that will be taken 
forward by the Action Group, which includes:

•  Mapping the wider services and support available for older people who are experiencing 
or at risk of abuse, identifying gaps and good practice, and use this as a basis for putting 
in place the services and support required.

•  Ensuring that data and evidence on abuse includes older people including by removing 
the age limit of 74 on England and Wales crime data.

•  Enabling and empowering older people to feel confident to share their experiences of 
abuse encouraging others to speak out.

The Commissioner has called on the Welsh Government to draw upon the work of the action 
group to develop and publish an all-Wales plan to stop the abuse of older people and ensure 
appropriate resources are available to support its delivery.

Providing help and support to older people and their families 

The Commissioner has provided help and support to older people and their families on a range 
of issues relating to Covid-19 through her casework team. To manage the increased demand, 
the Commissioner redeployed some staff resources and put arrangements in place to ensure 
that older people contacting her by phone or letter experienced no disruption in the casework 
service.

Alongside this direct support to individuals, the Commissioner developed a coronavirus 
information hub and accessible ‘Q&A’ section on her website to provide older people and their 
families with up-to-date information and guidance, as well as details about local services and 
support. To date, the Hub and FAQs section have been visited by over 3,000 individuals, with 
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some visiting multiple times. The Commissioner will continue to update and add to this as new 
information and guidance becomes available.

The Commissioner also used her social media channels to share the latest information and 
guidance from the Welsh Government and other key bodies and organisations, and set up a 
new Facebook group – Together We Are Stronger – which provides a space for older people, 
their families and professionals to connect and chat, ask questions, post information and find 
out about help and support available to them.  

Engaging with older people

Given the crucial role that engaging with older people plays in helping to guide and shape 
the Commissioner’s work and priorities, the Commissioner has arranged online engagement 
sessions throughout the pandemic to hear directly from older people across Wales about their 
experiences and the changes and improvements they would like to see, to ensure that their 
voices guide the action and decisions taken by the Welsh Government and other public bodies 
in both the short- and longer-term. 

The Commissioner has also met regularly with the leaders of the key national older people’s 
organisations in Wales (Active Wales, Cymru Older People’s Alliance (COPA), National 
Pensioners Convention Wales and the Welsh Senate of Older People) to hear from them about 
the experiences of their members, and any issues and challenges they have faced, and to 
provide information and updates that can be cascaded to older people, particularly those who 
are not online.  

The evidence captured during these engagement sessions has helped to shape the 
Commissioner’s ‘Leave No-one Behind’ report, as well as supporting her wider scrutiny and 
work to influence policy and practice, both nationally and locally.   

Engaging with the Welsh Government and other public bodies

The Commissioner has worked constructively with the Welsh Government and other public 
bodies throughout the pandemic, but has not hesitated to hold them to account where she has 
felt action has been insufficient to protect and support older people, raising concerns publicly 
where necessary to drive change and action. 

The Commissioner has been meeting weekly with the Deputy Minister for Health and Social 
Services to raise issues of concern to older people; to highlight where older people’s rights are 
threatened; to propose and follow up on areas for action; and to work to ensure that the latest 
information and guidance for older people is communicated effectively. 

The Commissioner is also now meeting regularly with the Welsh Local Government Association 
(WLGA), which will help to ensure that the action being taken at a local level meets older 
people’s needs and does not exclude them from re-engaging with their communities and 
participating in the recovery. 

Alongside this, the Commissioner and her team will also be monitoring and scrutinising the work 
of health boards and other public bodies, examining whether the plans they have in place and 
the action they are taking will ensure that older people can access the services and support they 
need. 
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Making Wales the Best 
Place in the World to 
Grow Older
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Commissioner’s Strategy and 
Priorities
In April 2019, the Commissioner published her three-year strategy – Making Wales the Best 
Place in the World to Grow older – which sets out her priorities, the outcomes she wants to see 
for older people, and the action she will take as Commissioner to help to make Wales the best 
place in the world to grow older. 

The Commissioner’s strategy was developed following extensive engagement and consultation 
with older people and stakeholders throughout Wales, and is focused on three key priorities:

•  Ending ageism and age discrimination

•  Stopping the abuse of older people

•  Enabling everyone to age well

Alongside delivering a wide range of 
work against these priorities, which 
is set out below, the Commissioner 
has  been working with partners to 
influence policy and practice at both 
a national and local level, as well as 
scrutinising public bodies and holding 
them to account when necessary. 

In addition, she has encouraged 
action from other bodies to deliver 
change, through promoting good 
practice and sharing information and 
evidence gathered from her ongoing 
engagement with older people 
throughout Wales.  

The Commissioner has also continued 
to provide help and support directly 
to older people through her casework 
service, which saw a significant 
increase in enquiries during 2019-20 
(see below). 
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Vision and Values
The Commissioner wants Wales to be the best place in the world to grow older. 

This means celebrating the fact that we are an ageing society and ensuring that we are all 
able to enjoy the opportunities it brings. It means being equipped to meet the challenges we 
may face as we grow older and ensuring that older people, particularly those who are most 
vulnerable, can access the support and services they need. 

It means welcoming and promoting innovation and good practice to inspire action, whilst holding 
people to account when necessary. 

And it means empowering older people by ensuring they understand their legal rights and how 
they can exercise them to make their voices heard and challenge poor practice.

Internal Organisational Values and Behaviours

During 2019-20, the Commissioner and her team collaborated on the design of our 
organisational values and behaviours. These values drive the culture of the organisation and 
underpin our personal performance objectives.  
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Work Delivered During 
2019-20
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Snapshot of the year 2019-20

April 2019

The Commissioner 
publishes her 2019-22 
strategy - Making Wales the 
best place in the world to 
grow older. 

Issues a joint statement 
with the Children’s 
Commissioner for Wales 
and Future Generations 
Commissioner for Wales to 
promote solidarity between 
generations.

May

Provides evidence to 
the Senedd’s Equality, 
Local Government and 
Communities committee 
inquiry on fi nancial 
entitlements in Wales. 

Raises concerns about 
the impact of changes to 
Pension Credit and Housing 
Benefi t on older people. 

June

Begins research looking 
at decision-making by the 
police and CPS to improve 
access to justice for older 
people. 

Holds the fi rst in a series 
of round table sessions 
with expert stakeholders to 
explore ways to identify and 
prevent the abuse of older 
people. 

July

Launches questionnaire and 
begins focus group sessions 
across Wales to capture 
older people’s experiences 
of transport to health 
services. 

Welcomes announcement 
that older people will be able 
to access funding for life-
long learning, having raised 
concerns that exemptions 
were incompatible with older 
people’s rights 

August

Delivers tackling domestic 
abuse training sessions to 
over 100 Hywel Dda Health 
Board staff  as part of a 
series of training seminars 
held throughout Wales. 

Launches a new Facebook 
page to reach out to engage 
with even more older people 
via social media. 

September

Delivers the fi rst in a series 
of conference and workshop 
events held across Wales 
to support communities 
become more age-friendly. 

Hosts the UK Network of 
Age-friendly Communities 
to share learning, ideas 
and good practice with 
colleagues from across the 
UK. 
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January

Meets with members of 
the EYST All Wales BAME 
forum to ensure that their 
voices and experiences 
guide and shape her work. 

Hosts the ‘Future of My 
Home Life’ roundtable to 
explore ways to support 
care homes to improve older 
people’s quality of life. 

February

Delivers the fi rst in a series 
of training courses for older 
people and stakeholders 
to empower them to take 
action action against 
ageism. 

Publishes ‘Taking Action 
Against Ageism’, a new 
information booklet to 
empower older people 
unable to participate in the 
training to challenge ageism 
and discrimination. 

March 2020

Publishes an infographic on 
International Women’s Day 
to highlight and celebrate 
the contribution of older 
women in Wales, which 
often goes unrecognised. 

Rehapes her work plans to 
provide older people with 
information and support 
relating to Covid-19 and 
scrutinise the action and 
decisions of public bodies.  

October

Publishes ‘State of the 
Nation’, which draws upon 
a wide range of available 
evidence and data to 
provide a snapshot of 
people’s experience of 
growing older in Wales and 
call for a range of action. 

Launches her Everyday 
Ageism campaign, to 
highlight and challenge 
ageism and discrimination. 

November

Distributes over half a 
million fl yers to older people 
across Wales (sent with 
renewed bus passes) to 
encourage older people to 
claim Pension Credit. 

Launches a new information 
guide in partnership with 
Aneurin Bevan Health Board 
to support older people with 
Advance Care Planning

December

Welcomes announcement 
that qualifying age for bus 
pass will not be increased, 
having raised serious 
concerns about the impact 
of proposals. 

Publishes a new version 
of her guide to the law 
(updated to refl ect new 
legislation) to support 
practitioners in their day-to-
day work. 
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2019-20 in numbers

3,300

681

500,000

258

£6m

100,000

900,000

Number of older people the Commissioner and her 
team met and spoke with during 2019-20

Number of older people who received support via 
the Commissioner’s casework team (in increase of 

71% compared with 2018-19)

Number of leafl ets distributed to older people 
throughout Wales to encourage them to claim 

Pension Credit

Number of news items across TV, Radio and Print 
highlighting the Commissioner’s work and role 

(that’s one every working day)

Approximate advertising value equivalent of news 
items relating to the Commissioner’s work

Approximate number of people reached via the 
Commissioner’s new Facebook page since its 

launch in August 2019

Approximated number of Twitter impressions 
earned during 2019-20

1,000
Approximate number of people who took part 

in training or learning sessions delivered by the 
Commissioner
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Engaging with and supporting older 
people throughout Wales
Engaging with older people throughout Wales
The Commissioner and her team met and spoke with over 3,300 older people during 2019-
20, visiting 98 groups throughout Wales to hear directly about their experiences of growing 
older, the challenges and barriers they face, and the changes they would like to see that would 
improve their lives.

In determining the groups to engage with, particular focus was given to reaching older people in 
all of their diversity, to ensure that older people with protected characteristics had an opportunity 
to share their experiences and make their voices heard. This included working with Stonewall 
Cymru to engage with LGBTQ+ older people, alongside increased engagement with BAME 
older people through groups and organisations including Windrush Elders Cymru, the EYST 
All Wales BAME forum and Diverse Cymru. This engagement provided a great deal of useful 
evidence about the specific experiences of these groups, and the particular barriers they may 
face when engaging with services or accessing advice and support. 

These engagement sessions and events also allowed the Commissioner and her team to share 
useful resources with older people – such as information guides and leaflets – and highlight the 
Commissioner’s role and work, including the support she provides to older people through her 
casework team. 

Any concerns raised by older people at engagement events were taken forward by the 
Commissioner’s casework team, where an older person needed advice or support, or were used 
to inform the Commissioner’s work and priorities and identify areas in which improvements are 
needed. 

The Commissioner also engaged regularly with the Chairs of national older people’s groups and 
forums throughout Wales – including Cymru Older People’s Alliance, Welsh Senate of Older 
People, Active Wales, and National Pensioners Convention – to hear from them about the views 
and experiences of their members and to identify potential solutions to the problems they face. 

In addition, the Commissioner has continued to publish a quarterly newsletter, which is 
distributed to around 1,700 older people and stakeholders throughout Wales in hard copy and 
by email. The newsletter provides information about the Commissioner’s work and the action 
she is taking to drive change for older people, as well as connecting older people to useful 
resources and support. 
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During 2019-20, the 
Commissioner and her 

team met and spoke 
with  over 3,300 older 

people

The Commissioner and 
her team visited 98 

older people’s groups 
throughout Wales 

during 2019-20

The Commissioner also 
engaged regularly with 

the Chairs of national 
older people’s groups 

and forums throughout 
Wales 
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Engagement with Stakeholder Organisations
In addition to extensive engagement with older people throughout Wales, the Commissioner and 
her team also engaged with organisations working across the public and third sectors, meeting 
with key individuals, visiting frontline services and running information stands at stakeholder 
events. 

This engagement provided opportunities to share information and intelligence, highlight and 
promote good practice, identify opportunities for partnership working and, where necessary, 
discuss concerns and areas where improvements are needed. 

The Commissioner also delivered keynote speeches at a variety of stakeholder conferences 
and events, which provided opportunities to grow knowledge and understanding about the 
issues that affect older people, and drive discussion and debate about how to deliver the 
changes that will improve older people’s quality of life. 

This included highlighting work underway in Wales to improve older people’s lives, and the role 
of the Commissioner in driving forward change, at international events such as the International 
Longevity Centre annual conference and the UK-Canada Colloquium. 

The Commissioner also gave keynote speeches at a number of other key events during 2019-
20, which were focused on various aspects of growing older in Wales and the action needed to 
make Wales the best place in the world to grow older, for example:

•  Connecting Generations - Celebrating and Learning Intergenerational Conference, 
Bangor University 

•  National Safeguarding Week Professionals Conference

•  Mens Sheds National Conference

•  National Pensioners Convention and Active Wales Annual Conferences

Working with the media
The Commissioner maintained a strong media presence throughout 2019-20, to highlight her 
work, call for action and improvements, and to offer insight and comment on a wide range of 
issues that affect older people’s lives. This included giving interviews to news programmes 
across radio and television, as well as providing longer, more detailed contributions to current 
affairs programmes, including an interview on financial scams for ITV’s Tonight programme, 
which was broadcast across the UK. 

The Commissioner’s work was also featured in national and local newspapers, as well as in 
more specialised publications, such as the Bevan Foundation’s Exchange magazine, Welsh 
Housing Quarterly, which is produced by the Chartered Institute of Housing and Care Home 
Management Magazine, which reaches a UK-wide audience. 

During 2019-20, the Commissioner and her work were covered in 258 news items across 
print media, radio and TV, an increase compared with 127 news items in 2018-19. This 
coverage resulted in 792,993,343 ‘opportunities to see’, with an advertising value equivalent of 
£5,982,380. 
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The Commissioner also used social media to increase her engagement with older people and 
stakeholders, and during 2019-20, tweets relating to the Commissioner’s work earned 860,900 
impressions (opportunities to see a tweet and its contents), an increase of 64% compared 
with 2018-19, 2890 link clicks, 2,710 retweets and 2,940 likes. The engagement rate for the 
Commissioner’s tweets was 1.2% (an engagement rate of 0.3%-1% is considered to be very 
high). 

The Commissioner also launched a Facebook page in August 2019 to provide opportunities to 
reach out to more older people via social media (62% of internet users aged 65 and older use 
Facebook), with Facebook posts reaching 98,318 people up until the end of March 2020. 
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Providing support to older people 
through casework

“I had fantastic help and I was treated with so much respect. Thank you so 
much.”

Feedback from older person

During the 2019-20, the Commissioner provided assistance to 681 older people, either directly 
or through family members – who contacted the Commissioner on their behalf. Of the 681 
cases, 563 were new cases, while 118 were cases that were re-opened to provide further 
support, often in light of new evidence or information. 

This represents an increase of 71% compared with the previous year, in which the 
Commissioner provided support to 397 older people through her casework service. This is likely 
to reflect a growing awareness of the Commissioner’s role and the ways she can support older 
people, as indicated by polling undertaken in previous years. Some of the issues specific to this 
year were: 

• Changes to the Concessionary Bus Pass scheme and issues with bus pass renewal

•  Claiming Pension Credit (following the distribution of an information leaflet produced by 
the Commissioner and distributed to older people with the renewed Concessionary Bus 
Pass – more information below). 

•  Changes to the Free Swim Initiative in Wales

•  Decisions by a high street pharmacy chain to charge customers £5 for delivering some 
prescriptions

The majority of enquiries that fell outside of these areas related to financial, health and care 
matters, and examples of the kinds of enquiries received are set out below:

Financial 

In addition to enquiries relating to Pension Credit, the Commissioner was also contacted about 
Lasting Powers of Attorney and the arrangements for making an application. The Commissioner 
was also contacted by a number of older people who were struggling financially and in many 
cases unable to afford basic necessities, often due to living on a fixed and limited income or as 
a result of a loss of employment or change in circumstances. 

“I am highly impressed with the way my case and myself have been treated. 
The help and support has been invaluable during a very very difficult time 
for us.”

Feedback from older person
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Health

The Commissioner received a number of enquiries from older people relating to potential age 
discrimination, raising concerns that they were unable to access certain treatments and services 
due to their age, such as bowel cancer screening, and that a move towards online services 
would exclude them, with examples of online only GP appointment booking systems that older 
people were unable to access. 

Concerns were also raised relating to hospital discharge, where older people had been deemed 
‘medically fit’ and discharged when this was not appropriate. 

During the final weeks of 2019-20, the Commissioner also received a number of calls relating to 
the outbreak of coronavirus, with many older people seeking advice or clarification on guidance 
from the Welsh Government and other public bodies. 

“I found the service provided extremely helpful, without the help and advice 
I received I believe that my mother would still be without the vital aids that 
she required. Thank you.”

Feedback from family member
Care

The Commissioner was contacted by several individuals who were concerned that their loved 
ones were being kept in hospital unnecessarily due to a lack of appropriate domiciliary care 
being available. Similarly, concerns were raised about older people being discharged from 
hospital without an adequate domiciliary care package being in place. 

The Commissioner also provided support to older people living in care homes, helping to 
resolve disputes with care providers or issues relating to additional fees, and ensuring that their 
rights were upheld in cases where a care home was due to close. 

The information, assistance and guidance provided by the casework team aims to empower 
older people and their families and help them to understand and claim their rights. The team 
also provides support so that older people and their families can challenge the decision-
making and practice of public bodies, helping them to navigate complex systems, policies and 
processes, often in the most difficult and distressing of circumstances. 

As the circumstances of everyone who contacts the Commissioner are different, the assistance 
and support provided by the casework team is tailored to reflect people’s individual needs, and 
in some cases, particularly the most complex, the team will intervene on behalf of an older 
person (subject to their consent). 

“I appreciate and am very grateful for all the assistance I have received. 
I now have help in dealing with my problem. Without the patience and 
understanding of my caseworker in listening to me I would not have been 
able to achieve this.”

Feedback from older person
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The experiences and information shared by older people and their families provide the 
Commissioner with a great deal of evidence relating to the ways that policy is translated into 
practice, and help her to identify potential issues and examples where older people’s rights 
are not being upheld. This allows her to raise concerns with public bodies and call for action, 
alongside helping to guide and shape her work and priorities. 

The evidence captured through the Commissioner’s casework team also allows her to identify 
opportunities to distribute information and resources on key issues to empower and support 
older people. 

“Excellent service. Easy to approach. Consideration was perfect.”
Feedback from older person
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Delivering against the 
Commissioner’s 
strategy and 
outcomes 
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Ending ageism and age 
discrimination
Ageism is still very prevalent within society and underpins many of the issues faced by 
older people. It results in negative stereotypes, unfair treatment and older people’s rights 
not being respected and upheld. 

In addition to the impact that ageism has upon individuals, affecting their health and well-being 
in multiple ways, it can also negatively influence decisions made by society, which means 
that the services, facilities and opportunities that people need to help them to age well can be 
inadequate and discriminate against older people. 

Tackling ageism and age discrimination is therefore essential to support older people and make 
sustainable improvements in many key areas of their lives. 

Strategic Focus 2019-20:

•  Increasing the recognition and understanding of the impact of ageism upon older 
people and society

•  Empowering people to challenge ageism and age discrimination

•  Making sure that older people’s voices are listened to and acted upon, and that 
their legal rights are upheld
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#EverydayAgeism Campaign
The Commissioner launched her #EverydayAgeism Campaign in October, to highlight and 
robustly challenge the ageism faced by many older people throughout Wales every day. 

The campaign aims to raise 
awareness of the negative 
impact that ageism has – on 
individuals, the economy and 
wider society – and change 
attitudes so that ageism 
and age discrimination are 
no longer seen as being 
acceptable. 

The campaign encouraged older people and the wider public to share examples of the ageism 
they have seen or encountered, so the Commissioner could challenge and hold to account 
those who use ageist language, perpetuate ageist stereotypes, or discriminate against older 
people. This included:

•  Raising concerns with the BBC about its use of ‘greyed up’ actors and ageist stereotypes 
as part of a promotional campaign. 

•  Calling on the UK Labour Party to take any necessary steps to ensure that ageism does 
not prevent people from standing as candidates, following concerns raised by a former 
MP. 

•  Challenging ageist articles published by the Guardian and Times newspapers.

People could also get involved in the campaign by making an #EverydayAgeism pledge – 
publicly stating the action they will take, however big or small, to play their part in tackling 
ageism. 

Pledges have been made by members of the Welsh Government - Minister for Health and 
Social Services, Vaughan Gething MS; the Deputy Minister for Social Services, Julie Morgan 
MS; and Minister for Economy, Transport and North Wales, Ken Skates MS - as well as by 
public bodies and third sector organisations, including Social Care Wales, the Wales Ambulance 
Services Trust, Digital Communities Wales, Alzheimer’s Society, Care and Repair and the 
Stroke Association.

At a community level, pledges have also been made by Blaenavon Town Council and Pennard 
Community Council, as well as by 50+ forums and older people’s groups throughout Wales. 

A selection of the pledges that have been made, setting out some of the action inspired by the 
campaign, are included below: 
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“We pledge to tackle #EverydayAgeism by providing opportunities to older 
people to have their voices heard through our engagement work. We will 
ensure they are engaged in service developments and promote inclusion 
equality and value of older people.” 

Wales Ambulance Services Trust

“I pledge to call out patronising and demeaning language.” 
Lisa Trigg, Social Care Wales

“I will challenge ageism wherever I see it.” 
Vaughan Gething MS, Minister for Health and Social Services

To support the campaign, the Commissioner also developed a range of campaign materials 
and resources, which challenge myths and misconceptions about older people and growing 
older, and highlight the benefits of ending ageism, both to individuals and to society. These 
were widely shared across social media by the Commissioner, as well as organisations and 
individuals supporting the campaign.

Campaign messages and resources were also shared through a number of other channels 
– including keynote speeches at conferences, engagement events with older people and 
stakeholders, and blog posts and articles – to raise awareness and inspire action to end ageism 
and age discrimination.  
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#EverydayAgeism Case Study: 

Old Vicarage Care Home Bowling Team – Striking out 
ageism
A care home in Llangollen set up its own bowling team to challenge stereotypes about older 
people and support the Commissioner’s #EverydayAgeism campaign. 

They held a bowling tournament in Wrexham with 10 of their residents, many of whom had 
never bowled before, which was won by their oldest resident who is 99 years old. 

Bethan Mascarenhas, owner of The Old Vicarage Care Home told us:

“After Heléna came to visit the Old Vicarage Care home and we found out about the campaign 
she’s running against everyday ageism, it really resonated with the residents and the staff. 

“We at the home try not to see age as anything but a number, so we discussed lots of ways we 
could support the campaign, and eventually came up with Ten Pin Bowling! 

“We thought, why not try it out? Get a team together and ask people to challenge us and today 
has been a massive success!”

Taking Action Against Ageism Training
The Commissioner developed a training course to empower older people to take action against 
ageism, following research she undertook that found a significant number of older people in 
Wales – around 1 in 5 – would not be confident in identifying or challenging ageism if they 
encountered it. 

The training sessions examined the ways that ageism and age discrimination may manifest 
themselves in a number of settings - including the workplace, in health, care and other services, 
and within the media – and helped participants to understand the ways that ageism can be 
challenged. 

The sessions also gave participants a better understanding of the legislation that can be used to 
challenge ageism, as well as the organisations that can provide information, advice and support 
if someone sees or experiences ageism. 



30          Older People’s Commissioner for Wales

.....................................................................................................................................

Nine sessions were delivered in total – held in Cardiff, Wrexham, Monmouth and Bangor, where 
a Welsh language version of the course was delivered – which were attended by over 100 
participants, a mixture of older people and those working with and for them. Feedback from 
the sessions was very positive, with participants telling us that the training would help them to 
recognise ageism, particularly in its more subtle forms, and that they felt more empowered to 
challenge ageism and discrimination. 

Taking Action Against Ageism information booklet
To ensure that the messages and information from the Taking Action 
Against Ageism training could reach and empower a much larger 
number of older people throughout Wales, the course content was 
adapted into an information booklet, to provide older people with the 
information they need to recognise and challenge ageism, together with 
details of the help and support available if needed. 

The booklet has been distributed directly to older people at events and 
engagement sessions, while copies have also been widely distributed 
to organisations and older people’s groups so they can be shared with 
older people throughout Wales. 
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Stopping the abuse of older people
Thousands of older people in Wales experience abuse – a single or repeated act, or lack 
of appropriate action, that causes harm or distress – which may include physical abuse; 
domestic violence; sexual abuse; psychological or emotional abuse; financial or material 
abuse; organisational or institutional abuse; neglect or acts of omission; and coercive 
control. 

Crimes committed against older people are also under-reported, and barriers within the criminal 
justice system can prevent them from accessing justice. 

Whilst there is a growing understanding of the scale and nature of abuse and crimes against 
older people, there is still a lack of meaningful data about the levels of abuse in Wales, and 
awareness of these issues is still far too low across our public services and society in general.

Raising awareness of abuse and its impact upon older people is therefore crucial, to improve 
the help and support available for older people who are experiencing or at risk of abuse and the 
preventative actions being delivered by public bodies. Alongside this, ensuring that older people 
can access the full support of our criminal justice system is also crucial to protect older people. 

Strategic Focus 2019-20:
•  Increasing the awareness of the abuse of older people amongst professionals and 

across wider society

•  Improving the access to support services for older people at risk of or experiencing 
abuse

•  Enabling more older people who experience abuse to access legal justice

•  Preventing incidences of abuse of older people
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Mapping services and support for older people 
experiencing or at risk of abuse
The Commissioner began work to map the support available for older people who are 
experiencing or at risk of abuse, identifying the services being delivered in different areas of 
Wales. 

Identifying areas where provision appears to be lacking, meaning that older people may find it 
difficult to access the help and support they need, will allow the Commissioner to demonstrate 
where investment for additional services is needed, in particular services that provide tailored 
support for older people. 

Stopping abuse roundtable sessions 
The Commissioner brought together key organisations – including the Welsh Government, the 
Police, Association of Directors of Social Services (ADSS) Cymru, and other key public bodies, 
as well as older people and organisations working with and for them – for a series of roundtable 
sessions held to identify action to protect and safeguard older people, and opportunities for joint 
working to influence change and deliver improvements. 

The first session was held in June 2019, exploring the action and good practice underway and 
the ways this could be rolled out more widely to ensure that older people experiencing, or at risk 
of, abuse and neglect are protected and safeguarded. 

Further sessions, held in October 2019, examined specific types of abuse – financial abuse, 
domestic abuse and neglect and ill treatment – in more detail, with a particular focus on 
identifying the motivating factors that could lead to someone abusing an older person and the 
ways that these could be tackled to prevent abuse. 

A number of actions to take forward were agreed during the sessions and the Commissioner 
is using the findings to inform the action she will take to help to stop the abuse of older people 
throughout Wales.

Research into police and Crown Prosecution Service 
decision-making in safeguarding cases
Research began to examine the ways in which decision-making by the police and Crown 
Prosecution Service (CPS) may impact upon investigations relating to safeguarding and 
subsequent access to justice for older people, particularly important given the relatively low 
prosecution and conviction rates for crimes against older people. 

With support from the police and CPS, the research team is reviewing data and outcomes 
relating to over 400 safeguarding cases across the four Welsh police forces. The research aims 
to identify the challenges and barriers that may lead to low levels of prosecution, and potential 
ways in which safeguarding investigations could be enhanced. 
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The research will also consider whether there is consistency in decision-making throughout 
Wales and identify potential training requirements, as well as limitations in existing legislation. 

Training seminars for health and social services 
professionals
During 2019-20, the Commissioner’s office delivered training on abuse to 853 frontline 
professionals working in health boards and local authorities at 27 sessions held throughout 
Wales. 

The seminars help professionals to better understand the scale and impact of the abuse of older 
people, and the particular ways that abuse may affect them, including the barriers that may 
prevent older people who are experiencing or at risk of abuse from seeking or accessing help 
and support. 

Alongside this, the seminars also provide practical information so that professionals can 
recognise potential signs of abuse and ensure that older people can get the help and support 
they may need. 

To ensure that the training could reach even more professionals throughout Wales, the 
Commissioner worked with South Wales Police to develop a training module that could be 
delivered in-house to officers and staff. Work has also been ongoing with Dyfed Powys Police, 
Gwent Police and North Wales Police to explore how similar training could be developed and 
delivered to police in these areas.  
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Enabling everyone to age well
Ageing well – ‘adding life to years, not just years to life’ – is important for each of us, and 
for Wales as a whole. Older people should be seen as a vital part of society and must 
have opportunities to participate in and contribute to our communities and our economy. 

But many people find themselves unable to do the things that matter to them as they get older, 
and face barriers that make it more difficult to ‘age well’. 

Making Wales a nation of age-friendly communities – communities where older people can get 
out and about, afford to do things they want to do, lead healthy and active lives, stay informed 
and have their voices heard – is essential to enable everyone to age well and to ensure that 
older people in Wales feel valued, included and respected. 

Strategic Focus 2019-20

• Encouraging and supporting age-friendly communities to be established 
throughout Wales

• Enabling more older people to get where they want to go and do the things that 
matter to them

• Improving older people’s access to the health services they need to age well

• Enabling more older people to be empowered to effect change
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Age-friendly communities: World Health Organisation 
recognition
The Commissioner worked with local authorities to drive forward action to make communities 
in Wales more age-friendly, with the aim of achieving age-friendly recognition from the World 
Health Organisation (WHO). 

To achieve this recognition, local authorities must be actively working towards making their 
communities more age-friendly, across eight key areas (or domains) identified by the WHO: 

•  Outdoor spaces and buildings
•  Transport
•  Housing
•  Social participation
•  Respect and social inclusion
•  Civic participation and employment
•  Communication and information 
•  Community support and health services

By working towards being age-friendly, town, community and county councils can also join 
WHO Global Network of Age-Friendly Cities & Communities, to connect with expertise and good 
practice from around the world. 

The Commissioner held a series of meetings with local authority chief executives throughout 
Wales to identify the action needed to make their communities more age-friendly and the ways 
that existing good practice could be adapted to support older people in their area. 

Additional support was provided to a number of local authorities, which has helped them to work 
with wider community partners, such as Public Services Boards, to develop local plans that will 
be crucial in supporting the WHO application process.

To further support the development and delivery of age-friendly initiatives throughout Wales, the 
Commissioner has established regional ageing well networks that bring together key community 
partners, including older people, to share information and ideas, and identify action that can be 
taken locally to drive forward the age-friendly agenda. 

The Commissioner also worked with the Welsh Government to ensure that the eight domains 
will be reflected across the government’s Strategy for an Ageing Society, to ensure a joined-up 
approach between national and local action to deliver change for older people.
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Ageing Well Card
The Commissioner distributed around 7,000 Ageing Well cards throughout Wales during 2019-
20. The cards include simple messages that older people can use in a variety of situations and 
places to let people know they might need a little help or support. 

To ensure that the Ageing Well Card is widely recognised and older people can access the help 
they need, the Commissioner has also been working with businesses and community partners 
throughout Wales to promote the scheme, distributing information and resources packs to 
support them. The packs include leaflets, posters and window stickers to promote the scheme, 
as well as additional resources to support them to become more age-friendly. 

The scheme has also been promoted by Business Wales, which encouraged businesses in 
Wales to get involved and demonstrate their commitment to supporting older people. 

Age-friendly transport guidelines
The Commissioner worked with older people’s groups, including Cymru Older People’s Alliance 
and the Welsh Senate of Older People, as well as with transport organisations and providers to 
develop guidelines to improve older people’s experiences of bus travel and make bus services 
more age-friendly.

The guidelines set out the action and good practice transport providers need to be delivering 
to ensure that older people can easily and safely use their services to get where they need to 
go and remove the challenges and barriers that may prevent older people from using public 
transport. They are grouped together under four key themes which reflect different aspects of an 
older person’s journey – waiting for the bus, getting support, travelling on the bus and having a 
say. 

The guidelines have been endorsed by Bus Users Cymru, the Confederation of Passenger 
Transport UK and Newport Bus. They were due to be rolled out in 2020-21, but this has been 
delayed due to Covid-19.

Work also began to explore the ways in which the guidelines could be used to develop 
accredited age-friendly training packages for drivers that would be undertaken as part of their 
continuing professional training. 

The Commissioner has also drafted similar guidelines for train travel and active travel, which will 
be finalised with further input from older people and key stakeholders during 2021. 
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Information and resources to support people to          
age well
The Commissioner worked with older people to develop a guide to empower older people and 
support them to make change happen in their communities.  

The guide provides information on a range of topics, including getting your voice heard, 
developing local partnerships, setting goals and planning, engaging with politicians and public 
bodies, and working with the media. 

The guides are being tested with older people before being finalised and are due to be rolled out 
in 2021.  

The Commissioner also produced updated versions of a number of ageing well publications, to 
provide the most up to date information and guidance to support people to age well:

•  Advance Care Planning (developed 
in partnership with Aneurin Bevan 
University Health Board) 

•  Making Wales a nation of age-friendly 
communities: A practical guide to 
creating change in your community

•  A guide to being an age friendly 
business

These resources were widely distributed throughout Wales – directly to older people at events 
and engagement sessions, and via community partners and stakeholders. 

Ageing Well Community Events
The Commissioner organised and delivered a series of large-scale events throughout Wales, 
to support individuals and organisations working to improve the lives of older people to create 
change in their communities. 

The events – which were held in Welshpool, Merthyr, Caernarfon, Letterston (Pembrokeshire) 
and Swansea – were attended by over 250 older people and professionals working across the 
public and third sectors.  

A mixture of speakers and workshop sessions provided those who attended with practical 
information and advice about taking community action to support people to age well and how to 
maximise the impact of their work. The events also allowed delegates to highlight and promote 
examples of good practice, make new connections and explore opportunities for partnership 
working. 
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Encouraging take up of Pension Credit
The Commissioner launched a campaign to encourage older 
people to claim Pension Credit, after figures revealed that over 
40% of eligible households do not claim, meaning that around 
£214 million of Pension Credit went unclaimed in Wales during 
2018-19. 

The Commissioner developed an information leaflet, which 
provided older people with information about Pension Credit and 
how to make a claim, and worked with Transport for Wales, with 
support from the Welsh Government, to distribute over half a 
million leaflets directly to older people throughout Wales, posted 
out with renewed bus passes. 

Alongside distributing the leaflet, the Commissioner also called 
upon the Welsh and UK Governments to take action to ensure 
that older people understand what they may be entitled to and can 
access the support they need to check their eligibility and make a 
claim. 

The Commissioner is monitoring DWP data on Pension Credit 
take-up to determine the impact of her campaign, and to 
demonstrate the positive difference that could be made by a larger, 
government-led campaign.



Impact and Reach 2019-20          39 

.....................................................................................................................................

Research and review:

Building the evidence and 
making the case for change 
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State of the Nation report
The Commissioner published her State of the Nation report on 
October 1, the International Day of Older Persons, which brings 
together a wide range of evidence, research and data to provide 
a comprehensive overview of people’s experiences of growing 
older in Wales. 

The report examined a wide range of issues relating to the 
Commissioner’s strategic priorities – ending ageism, stopping 
abuse and enabling everyone to age well – and also considered 
how wider factors, such as poverty and housing, and access to 
services and support, can impact upon people as they get older 
and affect their quality of life. 

Whilst the report shows that there are some strong foundations 
on which to build, with many older people feeling in control 
of their lives and able to do the things that matter to them, its 
findings also demonstrate the stark inequalities that exist within 
the older population in Wales, which lead to significant differences in people’s health and life 
expectancy between the least and most deprived areas of Wales. 

Furthermore, the report highlighted that significant numbers of older people in Wales are unable 
to access the services and support they need to age well and do not know about their rights.  

The report also identified serious and concerning gaps in the data collected relating to older 
people, particularly in relation to abuse, which can lead to assumptions that they are not 
affected by an issue despite the opposite being the case. The report warned that these data 
gaps presented a risk that older people would be rendered ‘invisible’ to policy- and decision-
makers in Wales as they are not currently able to fully understand older people’s needs and 
where services and resources need to be targeted. 

The report sets out the change and action required in a number of areas to improve older 
people’s lives and continue to make progress against the priority areas identified by the 
Commissioner as being crucial to transform the experience of growing older in Wales. 

The Commissioner has taken forward action relating to a number of issues identified in the 
report:

•  Increasing awareness of ageism, its impact and how to challenge it, through delivering 
training sessions and publishing a new information guide. 

•  Improving the public’s awareness and understanding of the abuse of older people, how to 
report it and where to support it, working in partnership with a range of key organisations. 

•  Launching a campaign to increase the take-up of financial entitlements by older people in 
Wales. 

•  Developing age-friendly communities across Wales, working with local authorities to 
support them to become part of the WHO network. 
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The Commissioner also called on public bodies and organisations working with and for older 
people to work together and ensure that Wales leads the way in tackling the issues identified 
within the report and delivering change. 

To support this partnership approach, the Commissioner brought together older people, 
politicians and stakeholders working across the public and third sectors to consider the report’s 
findings and explore the most effective ways to take forward her calls for action. 

As part of this event, a cross-party panel of Members of the Senedd – Dai Lloyd MS, Chair of 
the Health, Social Care and Sport Committee; Janet Finch-Saunders MS, [former] Shadow 
Minister for Social Care, Children, Young People, and Older People and Julie Morgan MS, 
Deputy Minister for Health and Social Services – set out the action they would take to tackle the 
issues identified, and how this could be taken forward at both a national and local level. 

The Commissioner has used the report and its findings to help to shape her work and priorities 
for 2020-21, in areas where she is best placed to drive change and take forward action, and will 
continue to monitor its metrics to track progress and the improvements being delivered for older 
people. Stakeholders are also using the report as a key reference for their work, and the report 
has been cited in a number of publications and reports. 

Transport to health services
The Commissioner has been examining the potential barriers and challenges that older people 
can face when using different transport options to access health services, following concerns 
raised by many older people during engagement sessions and through casework. 

To capture the experiences of older people and ensure their voices were at the heart of 
this work, the Commissioner gathered evidence over a six-month period, initially through a 
questionnaire (available online and in hard copy), that was shared via older people’s groups and 
forums throughout Wales, with a total of 632 responses received in total. 

Alongside the questionnaire, the Commissioner also ran a series of engagement events and 
focus group sessions with older people throughout Wales, which provided opportunities for more 
detailed conversations and discussions about their experiences of accessing health services. 

In addition, the Commissioner also held meetings and engaged with stakeholders so they could 
share their experiences of the policies and practices in place, and feed in the experiences of the 
older people they work with and support. 
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The report based on the Commissioner’s findings will set out the challenges faced by older 
people when using different types of transport to access health services, as well as highlighting 
good practice that is making a positive difference to the lives of older people in some parts of 
Wales. 

The report will also include calls for a number of public bodies and organisations to take action 
to ensure that the issues identified by the Commissioner are tackled and older people can easily 
access appropriate transport options to get them to their health appointments. 

Research into the portrayal of older people in news 
media
The Commissioner undertook research to examine the ways that older people are portrayed 
within the news media, given the crucial role this plays in influencing public opinion and 
attitudes. 

Older people often tell the Commissioner they feel that the way that growing older is portrayed 
in the news often does not reflect their experiences and often presents a very narrow view of 
what it means to be an older person, something that the Commissioner was keen to explore in 
more detail to support her work to end ageism.

The research examined whether reporting on older people and the issues that affect their lives 
tends to be positive, negative or neutral, as well as the kind of language commonly used when 
reporting on older people and the impact this may have on older people and wider society. 
The research also considered how entrenched views on older people within society, and the 
pervasive nature of myths and stereotypes, might influence the ways in which older people are 
portrayed in the news.

The findings were based on a review of over 200 articles relating to older people drawn from 
Wales-based and UK-wide news outlets and publications, which were examined in detail to 
identify language, themes and imagery that were commonly used, and the impact these may 
have on older people. 

The research found that over two-thirds of the articles examined portrayed older people 
negatively, reinforcing stereotypes about older people as being in ill-health and needing care, 
as victims and a burden to society, and that older people’s voices were often lacking in these 
stories, with comments and quotes provided by other stakeholders speaking on their behalf. 

The Commissioner is determining how she will tackle the issues highlighted by the report, in 
particular the ways she can work with the media and trainee journalists, across Wales and the 
UK, to ensure that the portrayal of older people better reflects their experiences of growing older 
and does not reinforce negative stereotypes about older people.   
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Influencing policy            
& practice 
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Engaging with politicians and officials 
The Commissioner met and engaged regularly with Welsh Government Ministers and officials, 
which provided important opportunities to influence policy and practice, highlight any concerns 
and set out where improvements are needed. The Commissioner also worked with Members of 
the Senedd, providing information and briefings ahead of debates relating to issues that affect 
older people. 

In addition, the Commissioner worked with Senedd Cymru committees, in particular the Health, 
Social Care and Sport Committee, sharing information and evidence, and highlighted potential 
areas for scrutiny and investigation. 

During 2019-20, the Commissioner provided evidence to the following committee inquiries:

•  Benefits in Wales: options for better delivery – Equality, Local Government and 
Communities Committee), April 2019

•  Access to Banking – Economy, Infrastructure and Skills Committee, May 2019

•  Provision of Health and Social Care in the adult prison estate – Health, Social Care and 
Sport Committee, May 2019

•  Inquiry into Hospital Care – Cross-Party Group on Dementia, June 2019 

•  Health and Social Care (Quality and Engagement) (Wales) Bill – Health, Social Care and 
Sport Committee, August 2019

•  Fuel Poverty – Climate Change, Environment and Rural Affairs Committee, September 
2019

To ensure that older people’s needs are understood and reflected in the work of public bodies 
and services, the Commissioner and her team also influenced policy, legislation and practice by 
working with a wide range of expert groups, advisory boards and panels.

Case Study: Reversal of decision to increase qualifying age for 
concessionary bus pass

Under proposals set out by the Welsh Government, the eligibility age for the bus pass was set 
to increase from 60 to State Pension Age, a change that would have affected up to 300,000 
older people.

The Commissioner has consistently voiced her opposition to the proposals, highlighting the 
particular impact they would have on older people living in poverty, women and carers, and 
raising concerns with Ministers and through the media. 

The Commissioner had particular concerns about the Welsh Government’s Regulatory 
Impact Assessment relating to this decision, which appeared to make a number of incorrect 
assumptions about the impact that the proposals would have on older people, and the ways 
in which the proposals seemed incompatible with wider policy aims relating to health and well-
being and the environment. 

The Minister announced in December 2019 that the decision would be reversed, an 
announcement strongly welcomed by the Commissioner. 
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Consultation responses
The Commissioner responded to consultations covering a broad range of topics and issues 
that were undertaken by the Welsh Government and other public bodies, to set out how policy 
and practice should be shaped to reflect older people’s needs, uphold their rights and deliver 
positive outcomes for them. 

The Commissioner’s responses were shaped by the experiences of older people, captured 
at engagement events and via her casework team, in addition to broader evidence captured 
through her wider ongoing work. 

The responses are published on the Commissioner’s website so stakeholders can draw upon 
the information and evidence they include to support their work and campaigns. 
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Forward Look: Impact of Covid-19 on 
Commissioner’s work
The significant impact the pandemic has had on many aspects of society has meant that the 
Commissioner has had to revisit plans relating to a number of key pieces of work due to be 
delivered in 2020-21. 

For example, the focus of the Commissioner’s #EverydayAgeism campaign, which was due 
to move into its second phase in April 2020, is being reconsidered, in light of the shocking 
examples of ageism and age discrimination witnessed during the pandemic. 

Similarly, the Commissioner’s work examining transport to health services in Wales is being 
reviewed due to the significant changes we are seeing to the way that health services and 
transport services are being delivered and what this might mean for older people in both the 
short- and longer-term. 

The Commissioner’s work during the remainder of 2020-21 will be focused on ensuring that the 
action she called for as part of her Leave No-one Behind report is taken forward, so that older 
people can get the help and support they may need as Wales deals with the pandemic and are 
able to fully participate in and contribute to Wales’ recovery as we move forward.

This work - which will include influencing policy and practice, and the actions and decisions of 
the Welsh Government and other public bodies - will cover the following key areas, as set out in 
Leave No-one behind:

• Social care and health services 

• The economy and older people

• Stopping the abuse of older people

• Strengthening our communities

• Improving communication and inclusion

Alongside this work, the Commissioner will also continue to protect and promote older people’s 
rights, and will engage regularly with older people throughout Wales to ensure their voices and 
experiences inform and guide her work and can be used to guide and shape the work of other 
organisations. 
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