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Complying with the Welsh Language Standards
The Welsh Language Standards set out a number of ways in which the Commissioner must provide and promote services through the Welsh language and facilitate and encourage its use in the workplace.
The Welsh Language Standards that apply to the Commissioner are divided into four different categories:
· Service Delivery
· Policy Making
· Operational
· Record Keeping
[bookmark: _Hlk97738550]This document has been produced to outline the Commissioner’s compliance arrangements and will be updated as necessary. It is published in line with the following Standards: 
· 151 and 153 (supplementary to the service delivery standards, applicable to the Older People’s Commissioner); 
· 157 and 159 (supplementary to the policy making standards, applicable to the Older People’s Commissioner); and 
· 163 and 165 (supplementary to the operational standards, applicable to the Older People’s Commissioner). 

[bookmark: _Hlk97740489]General arrangements for compliance 
The Chief Operating Officer is the designated Welsh Language Officer for the Commissioner. 
It is the Chief Operating Officer’s specific role to ensure organisation compliance with the Standards and ensure the Annual Compliance Report is produced and published, which the Commissioner formally signs off. 
The Chief Operating Officer updates the Senior Leadership Team on a quarterly basis of any issues with compliance and produces a governance report that details any complaints received. 
[bookmark: _Hlk97800647]A contract is held with an external translation company who are responsible for undertaking all translation needs of the organisation. This is managed by all staff through an open database that details translation requests and responses. This process ensures that we are able to communicate bilingually in line with the Standards.  
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Specific arrangements 
	Standard 
	Activity 
	Compliance 
	Responsibility 

	Service Delivery 
	Correspondence 
	All correspondence to the office (via letter or email) is dealt with either by the Commissioner’s Senior Executive Assistant, or Advice and Assistance Team. All these members of staff are bilingual and are fully aware of Standards 1-7. 
If we are not aware of language of choice, a bilingual reply is sent. 
Language choice of older people who contact us is saved on the Case Management System against their record. 
A database of language choice of professional stakeholders is held on our system for all staff to access. Bilingual correspondence is sent if the language preference is unknown. 
Template letters are bilingual and available on the system for staff to access. 
Staff have been provided with the text to use for their email signature to ensure compliance. 

	Chief Operating Officer / Head of Communications 

	
	Telephone calls 
	An automated system for the main telephone number enables callers the option to speak to a member of staff in Welsh (Press 1 for Welsh, 2 for English).
The Advice and Assistance team answer the main telephone. All members of staff in this team are  bilingual. 
The answer machine message is bilingual (Welsh first).
The contact us page on our website covers Standard 14 https://www.olderpeoplewales.com/en/about/contact.aspx and https://www.olderpeoplewales.com/cy/about/contact.aspx as well as all email signatures. 
Calls to direct lines of staff are answered bilingually. 
For members of staff who are not able to deal with a caller in Welsh, they know to transfer the caller to a Welsh speaker or explain that the person with the specialist knowledge to deal with the enquiry unfortunately does not speak Welsh. 

	Chief Operating Officer / Head of Finance and Resources 

	
	Meetings 
	Attendees of meetings are asked for their language of choice. If over 10% state they wish to contribute to the meeting in Welsh, then simultaneous translation is provided (if required).
The Commissioner does not hold meetings that are open to the public. 
	Chief Operating Officer 

	
	Events 
	All events are advertised bilingually and require registration, with language choice recorded. No events held are open to the public without prior registration. 
Materials for events are sent bilingually, prior and after the event.
	Chief Operating Officer

	
	Published documents 
	All published documents are bilingual. All published information includes the organisation’s main telephone number, email address and website. 
All published reports which are not tilt and turn state that the document is also available in Welsh, with a link to the Welsh language version provided on the online version. 
	Head of Communications 

	
	Website and Social Media 
	Our website and social media accounts are fully bilingual. The Head of Communications is aware of the requirements under the Standards. 
	Head of Communications 

	
	Tenders 
	All tenders for contracts are published bilingually on Sell 2 Wales. Tenders received in Welsh will be responded to in Welsh and any interviews will be conducted with the aid of a simultaneous translator.  
	Chief Operating Officer / Head of Finance and Resources 

	Policy Making 
	Considering effects of policy decisions on the Welsh language 
	All staff have received training on the Policy Making Standards. 
A template Welsh Language Impact Assessment form is available for all staff to use and complete.
Welsh Language Impact Assessment guidance is available to help staff complete a Welsh Language Impact Assessment.
Welsh Language Impact Assessments are completed for project work undertaken as part of the Commissioner’s annual work plan. 

	Chief Operating Officer 

	Operational 
	Internal use of the Welsh language 
	The Commissioner has a policy on using Welsh internally for the purpose of promoting and facilitating the use of the language, which is published on the website. 
A HR procedure ensures that all staff are able to state their language preference for contract of employment, correspondence that relates to their employment, documents relating to training needs.
Forms relating to annual leave, absences from work and working hours are available bilingually. 
All organisation policies are provided bilingually.

	Chief Operating Officer 

	
	Complaints and disciplinary procedures 
	Relevant HR policies confirm that staff are able to make complaints in Welsh and have the right to respond to a complaint made about them in Welsh.
All staff will be offered the opportunity to host any meetings regarding complaints about them in Welsh (with the use of simultaneous translation).
Any record of decision relating to a complaint against a member of staff will be issued in Welsh if required 

	Chief Operating Officer

	
	IT Welsh language software 
	Computer software is offered and provided to staff who request it to check spelling and grammar in Welsh, such as cysgair and cysill.

	Chief Operating Officer 

	
	Developing staff language skills 
	Information to raise awareness of the Welsh language is provided to all new staff members as part of their induction. 
Training courses are provided to raise staff’s awareness of the Welsh language.
Staff are aware that they are able to attend Welsh language training during work hours that the organisation pays for. 
The Welsh language skills of all staff is assessed through self-assessment at the end of the financial year. 
Wording and a logo has been provided for staff’s e-mail signature to inform people if they are fluent Welsh speakers or learners.

	Chief Operating Officer

	
	Recruitment 
	Welsh language skills for new or vacant posts are assessed and a report is produced. 
Posts are advertised bilingually and state language skills required.
Adverts state that we welcome applications in Welsh.
All information related to recruitment is published bilingually.
Application forms provide a space for individuals to state if they wish to use Welsh at interview stage and that simultaneous translation will be provided if required.

	Chief Operating Officer 

	Record Keeping 
	Complaints 
	A record will be kept of the number of complaints received relating to our compliance with the Welsh Language Standards. 
A copy of any complaint that we receive in relation to the Standards will be kept.

	Chief Operating Officer 

	
	Policy Making Standards 
	A record will be kept of the steps taken to comply with the Policy Making Standards.
	Chief Operating Officer

	
	Welsh language skills 
	A record will be kept of the Welsh language skills of all staff and their self-assessments.

	Chief Operating Officer



	
	Recruitment 
	A record will be kept of the assessments we carry out for Welsh language skills of new or vacant posts.
A record will be kept of how all new or vacant posts were categorised in relation to Welsh language skills needed.
	Chief Operating Officer
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