
CALDERDALE MBC

GOVERNANCE & BUSINESS COMMITTEE

CORPORATE COMPLAINTS PROCEDURE – ANNUAL REPORT 2014/15

1. ISSUE
1.1. The purpose of this report is to provide an overview of the complaints and compliments that were received by the Council during the period 1 April 2014 to 31 March 2015.
1.2. It should be noted that Adult Health & Social Care and Children’s Social Care complaints and compliments are reported separately as these are managed through separate statutory complaints procedures.
1.3. In April 2014 the Council introduced and has been operating a single stage complaints procedure (see Section 4). Due to changes in the procedures comparisons with previous years may not always be possible.
1.4. Complaints can be investigated by the Local Government Ombudsman when the complaints process has been completed and the matter is unresolved. Further details of the complaints referred to the LGO are included in section 8 of this report.
2. NEED FOR A DECISION

2.1
The report fulfils the requirement to provide an annual report to the Committee on the performance of the complaints and compliments procedures and those complaints dealt with by the Local Government Ombudsman. 

3. RECOMMENDATION

3.1. The Governance and Business Committee are asked to note the report. 

4. COPORATE COMPLAINTS

4.1 
The Corporate Complaints Procedure changed on 1 April 2014 to a single stage process. This was to ensure that it is easier for customers to make representations and for services to have the flexibility to focus on resolving rather than processing complaints. The single stage process also ensures that services are able to identify learning from complaints and use this learning to develop / improve services.

4.2
Each complaint is received and assessed and then investigated through one of three

possible routes;

· Green complaint – local manager investigation

· Amber complaint – senior manager investigation

· Red complaint – independent investigation

4.3 
The corporate complaints team received and logged a total of 1203 representations from customers in 2014/15. Of these:

· 428 were classified as Service Requests

· 316 were classified as Complaints 

· 240 were classified as Comments

· 160 were classified as Concerns

·   59 were classified as Other

4.4 Table A1 shows further detail of the representations that were received in 2014/15 by each of the Directorates.
4.5
The Council received a total of 639 compliments in 2014/15. Further details of these are provided in Section 7 of the report
5.
COMPLAINTS OUTCOMES

5.1
Of the 316 complaints that were received:

· 292 (92%) were resolved through the Green route (local manager investigation).

·  7 (2.2%) were resolved through the Amber route (senior manager investigation).

·  3 (0.9%) were resolved through the Red route (independent investigation).
5.2
Of the 316 complaints that were received:
· 149 (47%) were not upheld.

· 126 (40%) were upheld or partly upheld. 

·  27 (8.5) were ongoing investigations (no outcome)
·  7 (2%) were withdrawn

·  7 (2%) were classified Other

5.2
Table A2 shows further detail of the outcome of complaints that were received by each Directorate.
5.3
Of the 316 complaints that were received:

· 112 were about the level of service provided
·   46 were about the quality of services received

·   27 were about poor communication

·   24 were about the conduct or attitude of staff

·   27 were about financial matters

·   20 were about Policy Decisions

·  15 were about enforcement actions
·  15 were about service decisions

·    7 were about delays in providing services
·    6 were about breach of confidentiality

·    2 were about changes to services provided

· 15 were classified as other
6.
RESPONSE TIMES

6.1
The Council’s complaints procedure acknowledges the need for complaints to be dealt with in a timely manner. The investigating manager will aim to respond within 10 working days with details of the outcome of their investigation. If a full response within 10 working days is not possible the manager is asked to agree with the complainant a timescale for when a response will be provided.
6.2
Of the 316 complaints received 289 were concluded. Of these 289:
· 190 (60%) were resolved with 10 working days
· 260 (82%) were resolved with 20 working days

The average overall response time was 12 working days

6.5 
Where it is not possible to meet the target date investigating managers are asked to keep complainants advised of progress and provide an indication of when the response will be received.

6.6
Table A3 shows further detail of response times of complaints received in 2014/15 by each Directorate.

7.
COMPLIMENTS

7.1
The Council values feedback from its customers and whilst it obviously focuses on resolving problems and issues raised as complaints, it is also important to recognise the positive feedback that is received from customers.

7.2
The total number of compliments received in 2014/15 was 639 compared with 634 received in the previous year. Table A5 shows compliments received by each of the Directorates.

8.     LOCAL GOVERNMENT OMBUDSMAN

8.1
A total of 29 were referred by the complainants to the Local Government Ombudsman. Of these:

· 10 (34%) were closed following initial enquiries with no further action

·   6 (20%) were closed after initial enquiries as they were out of the LGO jurisdiction 

·   4 (14%) complaints were not upheld and required no further action

·   2 (7%)  were premature complaints referred back to the Council to investigate

·   5 (17%)were upheld with a finding of maladministration and injustice

·   2 (7%)  were upheld with a finding of maladministration but with no injustice
8.2 
When compared with similar sized authorities in the Yorkshire and Humber region Calderdale has the:
· Second lowest number of complaints over all

· Lowest number of AH&SC and Housing complaints

· Lowest number of Environmental Health complaints

· Lowest number of Planning related Complaints

· Highest number of benefits and Council Tax complaints

· Second highest number of Corporate and Highways complaints
	Council
	AH&SC


	Benefits

& 

tax


	Corporate


	children’s services
	Environment


	Highways

&

transport


	Housing
	Planning

& development


	Total



	Calderdale
	4
	15
	9
	19
	8
	7
	2
	5
	69

	Doncaster
	20
	5
	7
	20
	9
	2
	5
	14
	82

	Kirklees
	16
	9
	10
	26
	10
	8
	7
	9
	95

	Wakefield
	10
	11
	7
	20
	15
	6
	7
	8
	84

	Barnsley
	4
	6
	4
	11
	12
	5
	5
	8
	55


The LGO acknowledges in their report that the figures they provide nationally may show a variation from the Councils own figures. The LGO figures show 69 contacts in relation to Calderdale Council which are thought to include: 
· contacts / enquiries logged to directly by the LGO but not passed on to the Council
· Complaints initially recorded and reported by the Council in the previous year 2013/14 
· School complaints which fall outside the Councils procedure

· Complaints about privately funded care services 
9. LEARNING FROM COMPLAINTS 

9.1 Of the 316 complaints received 41 learning points were identified by the responding managers. For the purpose of this report the learning from complaints have been grouped into a number of broad themes in order to highlight potential trends across the Council (see table A6) The most common theme was in relation to the need to review or update policies and or procedures in response to feedback from customers. The second most common theme is in relation to the need to improve written communication with customers.

9.2 Arrangements are now in place for further discussions to be held with the Workforce Development Team to ensure that appropriate training development opportunities are available to all staff in response to the key themes identified in this report

FOR FURTHER INFORMATION ON THIS REPORT CONTACT:

Sarah Richardson, Customer Access Manager, Calderdale Customer First, 1st Floor, 19 Horton Street, Halifax HX1 1QE. Tel: 01422 398094 Email sarah.richardson@calderdale.gov.uk
APPENDIX A 
Table A1. Representations by Directorate

	Directorate
	Concern
	Complaint 
	Total

	Chief Executive’s Office
	2
	4
	6

	Children & Young People’s Services
	3
	22
	25

	Economy & Environment
	85
	151
	236

	Communities
	70
	137
	207

	Adult Health & Social Care
	0
	1
	1

	Non Council
	0
	1
	1

	Totals
	160
	316
	476


	Directorate
	Comment 
	Service request
	Other
	Total 

	Chief Executive’s Office
	1
	0
	1
	2

	Children & Young People’s Services
	4
	0
	7
	11

	Economy & Environment
	138
	373
	32
	543

	Communities
	91
	55
	12
	158

	Adult Health & Social Care
	0
	0
	5
	5

	Non Council
	6
	0
	2
	8

	Totals
	240
	428
	59
	727


Table A2. Corporate Complaints by Directorate – showing resolution route

	Directorate
	Green
	Amber
	Red
	LGO

	Chief Executive’s Office
	2
	0
	1
	0

	Children & Young People’s Services
	16
	0
	0
	5

	Economy & Environment
	122
	2
	1
	5

	Communities
	130
	0
	0
	3

	Adult Health & Social Care
	0
	0
	0
	1

	Totals
	270
	2
	2
	14


 Table A3. Complaints by Directorate - showing outcomes

	Directorate
	Upheld
	Partly upheld
	Not Upheld
	Withdrawn
	Other
	Ongoing

	Chief Executive’s Office
	0
	0
	3
	0
	0
	1

	Children & Young People’s Services
	2
	3
	10
	3
	0
	1

	Economy & Environment
	22
	26
	79
	0
	3
	21

	Communities
	42
	29
	56
	4
	4
	4

	Adult Health & Social Care
	1
	0
	0
	0
	0
	0

	Non Council
	
	0
	1
	0
	0
	0

	Totals
	68
	58
	149
	7
	7
	27


Table A4: Average Complaint Response times (working days)

	Directorate
	0 - 10
	Over 10 
	Average

	Chief Executive’s Office
	1
	2
	30

	Children & Young People’s Services
	17
	4
	15

	Economy & Environment
	104
	29
	11

	Communities
	110
	20
	12

	Adult Health & Social Care
	0
	1
	34

	Non Council
	1
	0
	14

	Overall average
	12


Table A5: Compliments received by Directorate

	Directorate
	2013/14
	2014/15

	Chief Executive’s Office
	1
	4

	Children & Young Peoples Service
	7
	11

	Economy & Environment 
	209
	159

	Communities
	417
	463

	Other 
	-
	2

	Total
	634
	639


Sample of Compliments received in 2014/15:

1. Thank you so much for everything that you did for our trainee Blue Badge Guides yesterday.  We very much appreciated you giving your time and expertise, as well as arranging for the visits to the Town Hall and Minster and supplying all of the very useful literature. We spent a very enjoyable day afternoon in Calderdale and are all looking forward to bringing visitors to the area in the future. I will certainly pass the contact details of everyone involved onto the trainees, and will be in touch again to discuss a future visit, probably once the Piece Hall reopens, when it will also be good to visit Todmorden and Shibden Hall. With many thanks once again and best wishes, - Communities
2. The warmest, nicest welcome I've ever had to a theatre and one of the nicest and I think biggest audiences I've had too. Even the theatre staff applauded. Disaster averted en route when I went to Huddersfield by mistake. Fortunately a shortish cab ride away and a very level headed manager to cope. David. (From David Starkey, British constitutional historian and a radio and television presenter)- Communities
3. Drainage Team 3 - I salute you!!! Please pass on a huge thank you to the 2 men from drainage team 3 who came to my rescue this morning (11/02/15). I had dropped my car keys down a drain outside Holywell Green Primary School. They arrived quicker than I ever expected, were courteous and polite and managed on the first scoop of the drain to recover my keys.  True knights in shining armour - well guys in fluorescent jackets - not too far off!!Thanks again. Economy & Environment
4. Calderdale Council you are amazing, thanks for helping 28 people into homes from our winter shelter. Economy & Environment
5. I wanted to take this opportunity of thanking you and Sharon once again for an amazing 6 week training course (BSL) at the Halifax Central library on a Thursday teatime.  It has been the most enjoyable and beneficial training course I have ever attended and has made a great impact on our setting at Little Gem's Pre-School, not only for our 2 hearing impaired children but for all the staff and children and has proved most effective.  I would be extremely grateful if you could pass a copy of the nursery rhyme sign and sing DVD on for me when I attend the hearing impairment training at the Shay when the date has been revised for this training – Children & Young Peoples Services

6. I would like to thank you and the team for helping Heartbeat of Sport make the ECG day a successful day, the staff member was a great help, we sent a tweet out thanking you guys last week. Thanks again. Communities

7. … a second most informative email has arrived. Whatever I write will not only have Copyright Calderdale Museums on it, but also an acknowledgement of the courtesy and helpfulness I have received from you all.  You are by far and away the most helpful gallery/museum with which I have dealt. Communities

8. I reported various pot holes at….. on 20 January 2015. This work was rectified on 10 February 2015 and considering there has been the bad weather which puts more pressure on your service I should like to thank all concerned for the prompt action in this matter. Economy & Environment.

9. Please can you pass on my comments to whoever should know. I have been so impressed with the service that I have received from you all within Building control.  When the conveyancing lawyer said that I would need retrospective building regs my heart dropped as I envisaged a long drawn out and bureaucratic process.  This was not the case at all!  I have found everyone to be so customer focused, proactive and helpful it has been a delight.  Thank you for all your prompt attention and actions. Economy & Environment
Table A6

	Learning Point 
	Number

	Review procedure / policy
	12

	Improve written customer communication
	10

	Improve customer Service (staff coaching / training)
	7

	Improve internal staff communication
	4

	Improve service quality
	4

	Improve face to face Customer communication
	2

	Improve service provision
	2

	Improve record keeping
	1



