
Getting the help you need 
from Social Services 

An independent voice 
and champion for older 
people across Wales

A guide to the Social Services and 
Well-being (Wales) Act 2014 



How to contact the Older People’s 
Commissioner for Wales

Telephone:
03442 640670

Email: 
ask@olderpeoplewales.com

Older People’s Commissioner for Wales
Cambrian Buildings
Mount Stuart Square
Cardiff 
CF10 5FL

Visit www.olderpeoplewales.com for more 
information about the Commissioner’s work, 
or follow the Commissioner on Twitter: 
@talkolderpeople

http://www.olderpeoplewales.com
http://www.twitter.com/talkolderpeople
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Introduction to the Act
The Social Services and Well-being (Wales) Act 2014 
is a Welsh law that aims to make your care and support 
personal to your needs, helping you to live the life you 
choose and stay independent for longer. The Act came into 
force in 2016 and has changed how social services operate 
across the whole of Wales. 

The Act aims to create a national approach to the way 
in which local authorities promote well-being and protect 
people from abuse and neglect. For the first time, the Act 
ensures that carers are treated on the same basis as those 
using services and have a right to support if assessed as 
needing it. There is now no threshold of caring hours to be 
eligible for a carer’s assessment.

Under the Act, social services must focus on what is 
important to you. This approach is all about finding the 
right solutions for you, by working with you. It gives you 
and your family more of a say in the way you receive care 
and support services (or support services if you are a carer).

The main principles of the Act are:

• Giving you voice and control 

• Focusing on prevention and early intervention

• Promoting your well-being

• Working together (Co-production)

https://www.legislation.gov.uk/anaw/2014/4/contents
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What can you expect from the Act?
• Everyone in Wales has a right to well-being. Your local 

authority must do their best to support you (and your 
carer) to improve your well-being. 
‘Well-being’ means that people: 

• are physically, mentally and emotionally happy
• are able to enjoy their rights
• have education, training, sports and play
• are protected from abuse, harm and neglect
• have positive relationships with family and friends
• have a social life and enough money to live a 

healthy life
• have a good home
• are part of the community

• Your local authority must ensure that there is easily 
accessible information, advice and assistance about 
care and support services available to everyone. This 
includes information, advice and assistance for carers too. 
Each local authority must have an Information, Advice 
and Assistance (IAA) Service that is accessible through a 
range of options (e.g. online, telephone, face-to-face).

• You have the right to have control over what support 
you need and to make decisions about your care and 
support as an equal partner. Your local authority must 
presume that you are the best person to judge your own 
well-being and to know what is best for you. 
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• You have a right to participate in discussions about your 
care and support. Your local authority must find out 
and listen to your views, wishes and feelings. They 
must think about whether you need an independent 
professional advocate to allow you to participate fully 
in the assessment, care and support planning, review 
and safeguarding processes. You have a right to an 
independent professional advocate provided free of 
charge if you have specific difficulties in expressing your 
views, wishes and feelings.

• Services will focus on making sure you get the right 
help at the right time. You have a right to a needs 
assessment if it appears that you may have a need 
for care and support services (or a need for support 
services if you are a carer). When conducting a needs 
assessment, your local authority must assess what you 
wish to achieve in day to day life – the outcomes you 
want. They must then assess whether information, advice 
and assistance (IAA), preventative services or care and 
support services would help you achieve your outcomes. 
Your local authority must also assess whether things 
other than support from the local authority could help 
meet your intended outcomes.

• Under the Act, there are National Eligibility Criteria 
that will be used by all local authorities. If you meet the 
criteria, you have a right to care and support and a right 
to a Care and Support Plan (or a Support Plan if you are 
a carer). You have a right to be involved in the creation of 
your Care and Support Plan (or Support Plan).
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• You may be required to pay for your care and support 
(or your support if you are a carer). You have a right to a 
financial assessment to determine how much you can 
afford to pay (there is a maximum weekly charge for care 
at home but this does not apply to residential care). Under 
the Act, financial assessments are subject to the same 
rules across Wales.

• You are entitled to have a direct payment if you would 
like to arrange and pay for your own care and support 
services (or support services if you are a carer) instead of 
receiving them directly from the local authority.

• Powers to protect people from abuse and neglect have 
strengthened. Under the Act, a person is considered an 
‘adult at risk’ if they are experiencing (or are at risk of 
experiencing) abuse or neglect, are unable to protect 
themselves and have care and support needs (it doesn’t 
matter if the local authority is currently meeting these 
needs or not). If a local authority suspects that an adult is 
at risk, it must investigate it in order to decide what action 
should be taken.
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United Nations Principles for Older 
Persons 
The United Nations Principles for Older Persons are 
guidelines that set out how older people should be treated 
across key aspects of their lives. The Principles are grouped 
under five themes: 

• independence
• participation 
• care
• self-fulfilment
• dignity

The Older People’s Commissioner for Wales called for 
the Act to uphold the United Nations Principles for Older 
Persons to ensure that the rights of all older people in Wales 
are respected - the Principles can be used to uphold your 
right to ‘well-being’.

Under the Social Services and Well-being (Wales) Act 
2014, local authorities must have ‘due regard’ to the United 
Nations Principles for Older Persons. You have a right for 
‘due regard’ to be paid to the United Nations Principles for 
Older Persons when decisions about your care and support 
(or support if you are a carer) are being made. 

For more information on the Principles, please visit   
www.olderpeoplewales.com/en/about/un-principles.aspx

http://www.olderpeoplewales.com/en/about/un-principles.aspx
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What can you do if you don’t receive 
the help you need?
You can use the local authority’s complaints procedure if 
you are unhappy about the service you have received from 
your local authority’s social services department. You can 
use the complaints procedure to complain about:

• any social service that the local authority provides, or 
has refused to provide

• a social service provided by another organisation for the 
local authority.

You can also complain about a staff member involved in 
social services or if there is a failure to keep you informed 
about decisions which affect you.

You should make sure that the local authority is aware of 
your circumstances before you complain. You can do this by 
contacting the social services department.

If the local authority knows that you may need help to 
complain, it must decide what help, if any, it will provide. 
The local authority should inform you about the availability 
of advice and assistance, which can include advocacy 
services. If you are not happy with the decision about help, 
you can complain about that decision too.
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Useful Contacts
Older People’s Commissioner for Wales 
Cambrian Buildings 
Mount Stuart Square 
Cardiff 
CF10 5FL 
Tel. 03442 640 670  
www.olderpeoplewales.com

Social Care Wales (Learning Hub) 
South Gate House 
Wood Street 
Cardiff 
CF10 1EW 
Tel. 0300 30 33 444 
https://socialcare.wales/hub/home 

Welsh Government 
Cathays Park 
Cardiff 
CF10 3NQ 
Tel. 0300 0604400 
gov.wales/topics/health/socialcare/act/?lang=en

Care Inspectorate Wales (CIW) 
Welsh Government office 
Rhydycar Business Park 
Merthyr Tydfil 
CF48 1UZ 
Tel. 0300 7900 126 
https://www.careinspectorate.wales/

www.olderpeoplewales.com
http://gov.wales/topics/health/socialcare/act/?lang=en
https://www.careinspectorate.wales/
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Age Cymru 
Ground Floor 
Mariners House 
Trident Court 
East Moors Road 
Cardiff 
CF24 5TD 
Tel. 08000 223 444 
https://www.ageuk.org.uk/cymru/

Care and Repair Cymru 
1st Floor
Mariners House
Trident Court
East Moors Road
Cardiff
CF24 5TD 
Tel. 0292 0107 580 
http://www.careandrepair.org.uk/

Carers Wales 
Ground Floor, Unit 5 
Ynys Bridge Court 
Cardiff 
CF15 9SS 
Tel. 029 2081 1370  
www.carersuk.org/wales

Citizen’s Advice - Social Service Complaints 
Tel. 0800 702 2020  
https://www.citizensadvice.org.uk/wales/family/looking-after-
people/social-services-complaints-w/ 

https://www.ageuk.org.uk/cymru/
http://www.careandrepair.org.uk/
www.carersuk.org/wales
https://www.citizensadvice.org.uk/wales/family/looking-after-people/social-services-complaints-w/
https://www.citizensadvice.org.uk/wales/family/looking-after-people/social-services-complaints-w/
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