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Stage 1 Complaints 
(Formal) Received  

See Appendix 3 
(2.1 and 3.2)
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Response Time

See Appendix 3 (3.4)
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Cases closed during Q3
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Issues have been identified 
from these partially upheld 
complaints and have been 
addressed; remedies have 
been provided to the 
customers by apologising and 
informing them of the 
improvements that have 
been made.

Quarter 3 (1 October to 31 December 2020)



Compliments -
Appendix 3 (3.5)

Informal Complaints  
Appendix 3 (3.1)

19

6

Stage 1 Complaints Received  - Breakdown by Category Stage 1 Complaints Comparison

Breakdown by Quarter -See Appendix 3 (3.2)

0

10

20

30

40

2019/20

Q1 Q2 Q3 Q4

25

Social Care Public Health

1720

1

15

11
1721

5

20

Stage 1 Complaints Received – Appendix 3 (3.2) - Breakdown by Service Area 

Contracted/Independent

Adult Locality/Safeguarding/ILS 

In
d

ep
en

d
en

t 
Li

vi
n

g 
Se

rv
ic

es

A
d

u
lt

 L
o

ca
lit

y 
Ea

st
 T

ea
m

C
o

m
m

is
si

o
n

in
g 

Se
rv

ic
es

A
d

u
lt

 L
o

ca
lit

y 
W

es
t 

Te
am

2
1 1

Q1 Q2 Q3 Q4

19
12

2020/21

Statutory Customer Feedback

Adult Services and Public HealthAppendix 1

Financial Support

Transport Liaison

6

1

Quarter 3 (1 October to 31 December 2020)

7

1

2

1

1

1

1

Communication/Info

Quality of service

Conduct/attitude

Disagree with policy/Criteria

Breach in confidentiality

Change in policy/Service/Resource

11

W
el

fa
re

 R
ig

h
ts

1

Tr
av

el
 U

n
it

 T
ea

m


