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Recommendation(s) for action or decision:
The Scrutiny Board is recommended to:
1. Review complaints management and performance for the period 1 January 2016 to 31
March 2016.
Recommendations for noting:
The Scrutiny Board is asked to note:
1. Part A of the report relates to statutory complaints activity for Adult Social Care, Children
and Young People Social Care and Public Health, Part B relates to all other complaints
activity governed by the corporate complaints procedure.
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Part A – Adult Social Care, Children and Young People Social Care and Public Health
Complaints Activity.
1.0

Purpose

1.1

Complaints activity concerning Adult, Children and Young People’s Services and Public
Health are governed by legislative framework and have to be dealt with in accordance
with statutory guidance.

1.2

For Children’s and Family Services, Regulation 14 (1) of The Children Act 1989
Representations Procedure (England) Regulations 2006 places a 10 working day time
limit for resolution, most stage one complaints should ideally be concluded within this
time limit.

1.3

Where the service cannot provide a complete response, it can implement a further ten
days’ extension (regulation 14(5)). If necessary, the Complaints Manager may also
suspend stage one until an advocate has been appointed (regulation 14 (3)). The
maximum amount of time that stage one should take is 20 working days. After this
deadline the complainant can request consideration at stage two if they so wish.

1.4

Where the complainant feels that they have not received a satisfactory outcome they will
be informed that he/she has the right to move on to stage two if they wish.

1.5

In Early Help, which is not governed by the legislation of the Children Act 1989, the
authority has adopted the legislative guidelines for timescales for response to and
closure of complaints across all service areas in order to provide a continuity of service.

1.6

Adult Social Care and Health complaints have to be dealt with in accordance with The
Local Authority Social Services and National Health Service Complaints (England)
Regulations 2009. The Local Authority currently has a joint protocol for the handling of
cross boundary complaints.

1.7

Public Health Complaints have to be dealt with in accordance with The NHS Bodies and
Local Authorities (Partnership Arrangements, Care Trusts, Public Health and Local
Healthwatch) Regulations 2012.

1.8

Whilst the regulations do not stipulate timescales for resolution to complaints, the People
Directorate operate a ten day organisational timescale. This can be extended to 20
working days for more complex cases.

1.9

Non statutory People Directorate complaints are dealt with in accordance with the
Corporate Complaints Procedure.

1.10

Details of the appropriate complaints procedures can be found on the Council internet
site.
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2.0

Complaints Intervention.

2.1

The following actions are in operation to monitor satisfactory resolution of complaints in a
timely manner:





Proactive chasing of managers responding to complaints, in accordance with
escalation plan in operation.
Mediation between complainants and investigating officers.
Quality assurance checks undertaken of complaint response letters.
Weekly reporting to Service Directors and Heads of Services on the status of
complaints, detailing any areas for concern where managers will need to
prioritise outstanding complaints and resolution in order to receive a satisfactory
prompt outcome for the complainant.

Children and Young People.
3.0

Customer Feedback Activity.

3.1

Informal Complaints: The complaint regulations provides an opportunity for children /
young people to raise issues of concern without those matters being treated as formal
complaints as long as they are speedily and effectively addressed. These are referred to
as Informal complaints; nine were received during quarter 4, the same number received
in quarter 3.

3.2

Formal complaints: During quarter 4 (1 January 2016 to 31 March 2016) the Council
received a total of 29 formal children social care complaints, compared to 25 in quarter 3,
this represents an increase of four complaints.

3.3

No particular service area received a disproportionate number of formal complaints
during quarter 4. The 29 complaints received this quarter refer to 15 separate service
areas. Complaints in relation to Looked After Children teams total 13 compared to 10 in
the previous quarter.

3.4

During this quarter 24 formal complaints were resolved.

3.5

Timescales: 13 complaints were responded to and concluded satisfactorily within the
initial ten day statutory timescale. 22 out of the 29 complaints received this quarter were
responded to and concluded satisfactorily within 20 working days, a further two
complaints were concluded in just over 21 days, with five complaints on-going. The
average number of days to respond and close all complaints over the term fell from 12
days to 10 days during this quarter, a positive position.

3.6

Complaint Issues: During quarter 4, the nature of Children and Young People
complaints depicts a similar trend to the previous quarter, the main issue of complaint
being communication (nine) and quality of service (nine). Complaints in relation to
communication relates to advising people of decisions and plans.
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Complaints in relation to quality of service tends to refer to a view that there has been
a lack of help or support and changes of social workers.
3.7

Complaint Outcomes: Of the 24 complaints closed this quarter; eight were upheld, nine
complaints were partially upheld and seven complaints were not upheld.

3.8

Stage 2 Complaints: Where the complainant is dissatisfied with the written response at
Stage 1 they have the right to request that matters should proceed to Stage 2 - a formal
independent complaint investigation. No requests have been received to move any
complaint to Stage 2 formal investigation during quarter 4 compared to one in quarter 3.

3.9

Compliments: During this fourth quarter, 23 compliments were received for Children
and Young People, an increase of three on the previous quarter.

3.10

Annual Reporting: As required within the complaint regulations an annual report in
relation to all registered children social complaints will be compiled and presented to
Senior Managers and Councillors for scrutiny. We can report that the overall number of
children social care complaints received for 2015/16 is 127, compared to 150 in
2014/15; this is a decrease of 23 over the year. The annual report will set out analysis
and explanations behind complaint activity including the decrease in complaint figures,
complaints received, timeliness, resolutions, outcomes and lessons learned.

4.0

Adult Social Care and Public Health.

4.1

During quarter 4 (1 January 2016 to 31 March 2016) the Council received 20 formal
complaints compared with 10 in quarter 3, representing an increase of 10 complaints
this quarter. This is reflected in appendix 2.

4.2

No complaints were received in relation to Public Health services this quarter,
compared to one in the previous quarter.

4.3

No particular service area received a disproportionate number of complaints in quarter
4; the highest volume of complaints was received by the Adult Community West Team
with four complaints.

4.4

21 complaints were resolved during this quarter; nine of these complaints were
upheld, seven partially upheld and five were not upheld.

4.5

Timescales: 12 complaints were responded to within the initial ten day timescale. A
further seven complaints were responded to within 20 days. The average number of
days to respond and conclude all complaints went down to 11 in this quarter
compared to 18 days in quarter 3.

4.6

Compliments: 37 compliments were received for Adult Social Care in quarter
4, compared to 20 received for the previous quarter.
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4.7

Annual Reporting: As required within the complaint regulations an annual report in
relation to all registered adult social complaints will be compiled and presented to Senior
Managers and Elected Members for scrutiny. We can report that the overall number of
adult social care complaints received for 2015/16 is 81, compared to 116 in 2014/15; this
is a decrease of 35 over the year. The annual report will set out analysis and
explanations behind complaint activity including the decrease in complaint figures,
complaints received, timeliness, resolutions, outcomes and lessons learned.

5.0

Local Government Ombudsman (LGO) Enquiries, Assessment Enquiries or
Corporate Stage 2 investigations.

5.1

Please see 9.0. 10.0, 11.0 and 17.0, for LGO enquiries/initial assessment enquiries.

6.0

Learning from Complaints.

6.1

Children and Young People, Adult Social Care and Public Health services are
committed to learning from customer feedback and require the completion of a learning
log/implementation plan from each complaint investigated. Where complaints highlight
that things have gone wrong, managers are required to identify any remedial and
improvement action. This is reflected in appendix 3.

6.2

Feedback from compliments is also considered as it provides a valuable source of
information affirming when services make a difference and personal attributes of
the worker has added value to the outcome for users and carers.

6.3

Feedback is provided to all Heads of Service and Senior Management Teams on a
regular basis, in order to promote positive learning and to influence service improvement.

6.4

Service Directors are provided with a summary of learning from complaints and
implementation plans on a quarterly basis, such that they form a regular agenda item
for discussion.

6.5

Head of Service are provided with completed implementation plans in order to
ensure recommendations are implemented.

Part B – Corporate Complaints Activity.
7.0

This section provides a summary of the corporate complaints, compliments, Local
Government Ombudsman and Housing Ombudsman enquiries received by the Council
during quarter 4 (1 January 2016 to 31 March 2016) Please refer to appendix 5 to 8.

7.1

The Customer Feedback team monitor and record all enquiries. The team analyses and
monitors customer feedback which provides details about the types of complaints that
are received by the authority, and highlights suggested customer driven improvements to
service provision or delivery to directorates.
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All corporate complaints, compliments, Housing Ombudsman and Local Government
Ombudsman enquiries are considered a form of customer feedback.
8.0

Stage One Complaints.

8.1

During quarter 4 (1 January 2016 to 31 March 2016) the Council received 57 stage one
complaints compared with 62 during quarter 3, a decrease of five.

8.2

The details contained in Appendix 6 shows that the number of complaints received this
fourth quarter 2015/16 of 57 complaints compares to 101 complaints received in the
same quarter for 2014/15, a decrease of 44 complaints.

8.3

During quarter 4 (1st January 2016 to 31st March 2016) Waste Management received the
highest number of stage one complaints (12), followed by Revenues and
Benefits (eight): with Leisure Centres receiving (seven).

8.4

Complaint Outcomes: All complaints are assessed as to whether they are upheld
(Council at fault) or not upheld (Council not at fault). Of the 57 stage one complaints
received during this Quarter, 48 (91%) complaints were not upheld (Council not at
fault) and five (9%) were upheld (Council at fault).

8.5

Of the five complaints upheld they refer to Customer Services (one) Leisure Centres
(one) Facilities Management [one] Revenues and Benefits (one) and Libraries (one)

8.6

As a result of continuous monitoring with service managers, the issues identified from
the upheld (Council at fault) complaints have been addressed. As a remedy to the
complaint, an apology is issued to the customer informing them of the improvements
that have been made to service delivery as a consequence of their complaint. Appendix
6 shows a summary of stage one complaints received.

8.7

Timescales: The target response time for responding to stage one complaints is 95%
within a timescale of 21 calendar days. Investigating officers are contacted on a weekly
basis through phone or email to confirm deadlines; where delays are unavoidable, the
Customer Feedback team ensure that complainants are kept updated. The Customer
Feedback Team also provides proactive support to investigating officers to ensure that
they meet these target response deadlines.

8.8

During quarter 4 (1 January 2016 to 31 March 2016) 56 (98%) of all stage
one complaints were responded to within this target timescale.

8.9

The average response time for responding to each complaint was 11 days; compared
to 13 in the previous quarter, this a positive position and has contributed significantly to
achieving the overall response time target for quarter 4 (1 January 2016 to 31 March
2016).
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9.0

Stage Two Complaints.

9.1

If a customer is dissatisfied with the response provided at stage one of the complaints
procedure, they have the option to escalate their complaint to stage two. Stage two
complaints are investigated by the Customer Engagement Manager; a report is issued
to the service director and a response sent out to the customer accordingly.

9.2

During quarter 4 (1 January 2016 to 31 March 2016) the Council received two stage two
corporate complaints. The complaints refer to library services (one) and city environment
– regarding over hanging trees (one) Following investigation neither of the two
complaints were upheld (not at fault).

10.0 Local Government Ombudsman Enquiries.
10.1

Local Government Ombudsman enquiries are formal investigations. Local authorities
are requested to provide information about a complaint; this information is requested via
a LGO enquiry.

10.2

During quarter 4 (1 January 2016 to 31 March 2016) the Council received three LGO
enquiries; one enquiry for the People Directorate, one for the Place Directorate and
one for the Corporate Directorate. This is reflected in appendix 5.

10.3

The LGO enquiry for the People Directorate refers to care provision to an Adult service
user. We are awaiting a decision on this matter and will report on the outcome in the
next quarterly performance report

10.4

The LGO enquiry for the Place Directorate refers to a planning application. The
outcome is complaint upheld, maladministration, no injustice.

10.5

The LGO enquiry for the Corporate Directorate refers to an alleged failure to maintain
land resulting in damage to property. We are awaiting a decision on this matter
and will report on the outcome in the next quarterly performance report.

11.0 Local Government Ombudsman / Housing Ombudsman Assessment Enquiries
11.1

In order for the Ombudsman to determine whether a case should be formally
investigated, local authorities are requested to provide further information
about a complaint; this information is requested via an “assessment enquiry”.

11.2

During quarter 4 (1 January 2016 to 31 March 2016) the Council received six LGO
initial assessment enquiries and four Housing Ombudsman assessment enquiries.

11.3

Four enquiries were in relation to Wolverhampton Homes as set out below.


Complaint regarding tenancy agreement / right to buy. It is understand the
Ombudsman will carry out a full investigation.
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Complaint about rubbish being left in the garden by a previous tenant which had been
concealed behind a fence. Current outcome is that the LGO will take no further action
and has returned the complainant back to the Councils complaint procedures.
Complaint about repairs not being completed - issue over a boundary dispute and
councils responses. LGO decided this was a premature complaint and returned the
complainant back to Wolverhampton Homes complaint procedures.
Complaint about allegation over ASB. Awaiting decision.

11.4

One enquiry for Legal Services in relation to Planning Applications and Committees.
LGO decided this was closed after initial enquiries deciding it was not within their
jurisdiction.

11.5

One enquiry for City Economy in relation to security staff at an event. LGO decided this
was closed after initial enquiries deciding it was not within their jurisdiction

11.6

One enquiry for Education Services in relation to refusal to allow a music course to be
demonstrated. Closed after initial enquiries - out of jurisdiction of the Ombudsman office.

11.7

One enquiry for Democratic Support in relation to a person being banned from the Civic
Centre. LGO decided this was a premature complaint and returned the complainant back
to the Councils complaint procedures. However, the LGO is considering a separate
complaint issue with regards to requirements of Councillors in reporting incidents.

11.8

One enquiry for City Environment / Public Realm in relation to road surfacing. LGO
decided this was a premature complaint and returned the complainant back to
the Councils complaint procedures

11.9

One enquiry for City Assets, Corporate Landlord in relation to the handling of sale of
land. Awaiting the outcome. The LGO has passed this to their investigation team
for full investigation.

11.10 Assistant Ombudsman Meeting.
11.11 The Ombudsman Office invites Councils to contact a designated Assistant
Ombudsman should any queries arise or clarification be needed in relation to
complaints. During this fourth quarter the Council’s Corporate Complaints Manager
met with the Assistant Ombudsman in Coventry to informally discuss a wide number of
important matters in relation to complaint handling and customer experience. Areas
discussed include draft decisions reached by the Ombudsman, general guidance that
could be provided by the Ombudsman to Councils in relation to their expectations. The
Assistant Ombudsman took on board the issues that were raised and a greater mutual
understanding was reached.
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12.0 Compliments
12.1

All compliments are recorded by the Customer Feedback Team and reported as part
of the team’s quarterly monitoring process. This is reflected in appendix 8. During
quarter 4 (1 January 2016 to 31 March 2016) the Council has received 90
compliments from customers.

13.0 Customer Focus Groups
13.1

Complaint focus groups are arranged by the Customer Feedback Team on a quarterly
basis.
They are attended by customers who have raised issues with the Council regarding
specific topics. A focus group planned for 22 March 2016 could not proceed due to
unavailability of customers invited to attend. A further date will be arranged and an
update will be provided within the next quarterly performance report. Findings from the
focus group will be presented to the appropriate Heads of Service and to the next
Service Improvement Group which will be attended by senior officers from the relevant
service areas.
Officers will be expected to consider and, where possible, act on findings presented to
ensure that improvements within their services are customer led. Outcomes from
Service Improvement Groups are then fed back to focus group attendees.

14.0 Service Improvement Reports
14.1 When a complaint is upheld (Council at fault) and the findings of a subsequent
investigation is for a change to policy or service delivery, the Customer Feedback
Team produce a service improvement report. Recommendations within these reports
are agreed with appropriate Heads of Service and shared with the relevant Service
Director, Strategic Director and the Managing Director. Service improvements reports
are currently being compiled for all upheld complaints.
15.0 Ward Data
15.1 During quarter 4 (1 January 2016 to 31 March 2016) ward complaint data has
been collated; monitoring ward data provides an insight into trends, equalities data
and numbers in complaints for each ward. This is information is detailed at
appendix 7.
16.0 Monitoring Information
16.1 All complainants are requested to supply equalities monitoring information but
response rates are uneven. In terms of the returns that have been received and
analysed there are no concerns with the data analysis; there is no evidence of any
groups being disproportionately affected. This is reflected in appendices 4 and 7.
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16.2 The Council, being under the Public Sector Equality Duty must, on an on-going basis,
consider how its policies are working for the diverse communities a Council serves.
17.0 Local Government Ombudsman Updates.
17.1 During this fourth quarter the LGO has advised of the outcome to four other
enquiries raised with the Council during the second and third quarter of 2015/16. Two
of these enquiries refer to the Place Directorate. The first refers to the Directorate
wrongly transferring a burial plot to a third party, the outcome was Upheld maladministration and injustice.
17.2 The second closed enquiry relating to the Place Directorate referred to failing
to investigate a parking issue properly, the outcome was complaint not upheld
– no maladministration.
17.3 The third closed enquiry referred to the People Directorate in relation to the payment of
top up fees in a residential care home. The outcome was Upheld - maladministration
and injustice.
17.4 The fourth closed complaint is in relation to Corporate, Education Services, a
school admission complaint. The LGO concluded that the complaint was Upheld:
finding maladministration and injustice.
18.0

Financial Implications

18.1 There are no financial implications associated with the recommendation in this
report. [GE/24052016/X]
19.0 Legal Implications
19.1 The statutory complaints procedure must comply with various statutes. These include:




Children and Family Services - The Children Act 1989, Representations
Procedure (England) Regulations 2006. The Local Authority functions covered
include services provided under Parts III, IV and V of the Children Act 1989
Adult Social Care - The Local Authority Social Services and National Health Service
Complaints (England) Regulations 2009; which came into force on 1st April 2009.
Public Health - The NHS Bodies and Local Authorities (Partnership Arrangements,
Care Trusts, Public Health and Local Healthwatch) Regulations 2012.
[TS/25052016/E]

20. Equalities Implications
20.1 There are no equalities implications associated with this report where in relation to its
recommendation for noting.
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There are important equalities implications in terms of the complaints procedure itself
and these were analysed for equalities implications when the corporate complaints
procedure was reviewed in 2015.
An equality impact assessment will be carried out during 2016 in relation to the
separate Adult and Children social care complaints procedures.
21.0 Environmental Implications
21.1 There are no environmental implications associated with this report.
22.0 Human Resources Implications
22.1 There are no human resource implications associated with this report.
23.0 Corporate Landlord Implications
23.1 There are no corporate landlord implications associated with this report.
24.0 Schedule of Background Papers
24.1 None for consideration.
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Appendices
1.
2.
3.
4.
5.
6.
7.
8.

Children and Young People Customer Feedback Dashboard
Adult Social Care and Public Health Services Customer Feedback Dashboard
People Directorate Organisational Learning
Corporate Complaints Equalities Data Stage 1
Corporate Customer Feedback Stage 2, LGO Enquiries and Ward Data
Corporate Customer Feedback Stage 1 Dashboard
Corporate Ward Data
Compliments Data
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Children and Young People
Statutory Customer Feedback

Appendix 1 - Quarter 4 (January - March 2016)
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Appendix 1 - Quarter 4 (January - March 2016)
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Informal
complaints
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Appendix 2 - Quarter 4 (January - March 2016)
Formal complaints
received

20

This represents
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Stage 1 complaints
comparison for quarter 4
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50%
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that have been made.
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not at fault
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4 Quality Of Service
1

0
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ACT (North) 3
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ACT (East) 2
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Therapy 1

35

30

MHIT 2
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Delay In Service/Resource

4
1
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4
Informal
complaints

People Directorate
Customer Feedback - Organisational Learning
Appendix 3 - Quarter 4 (January - March 2016)
Learning from Customer Feedback is an increasingly important part of the Authority’s philosophy. Managers responding to complaints are encouraged to identify any
shortcomings within the service. In a service striving for excellence there is no room for complacency and where there is an open culture of reﬂective learning, complaints
can at best be used in the design, delivery and improvement of services, as well as highlighting concerns for the safety and welfare of adults: children, young people and
families. Below are brief descriptions of learning from complaints for this quarter.

ASC - Therapy Assessments (ILS) The length of time it is taking for a Therapy
Assessment for a Wet Room.
Learning: Ongoing work around waiting list
is already taking place.

ASC - Assessment and Billing Incorrect invoice and reminder letter issued.
Learning: System has now been corrected
and staff have been reminded to check the
accuracy of their work.

ASC - Mental Health Intake Team Comments made by social worker are
inaccurate and do not take on board the
family concerns as she has not even met
with them yet.
Learning: For all social workers involved in
resettlement cases to engage with families
provided the service user agrees and there
are no safeguarding concerns raised.

ASC - Community Team East - Communication
issues regarding social workers not returning
‘phone calls and never doing what they say they
will do. Family member was due to be assessed in
September 2015 and this still has not been done.
Learning: Need to consider change in practise
and a more robust monitoring of cases waiting for
reallocation.

CYP - Leaving Care/Transitions Team - Daughter has been
offered no support by the team, and the leaving care plan has
not been adhered to to ensure she is looked after and helped
to enter into adult life.
Learning: To ensure that Policies and Procedures in relation
to care leavers are followed. Training has been organised for
the team to ensure workers are trained in producing clear and
concise pathway plans within realistic and specific timescales.

ASC - Community Team West - Failure to
respond to correspondence received from the
family seeking clarification of the funding for their
mother’s placement.
Learning: Ensure communication is maintained
with customers; particularly informing them of
progress when promised deadlines cannot be met.

CYP - Social Work Unit - Complaint in relation to not
receiving support/financial support in relation to taking care of
young person following a falling out with her mother.
Learning: To ensure that there is effective communication
between all parties and to ensure that referrals are made in a
timely capacity.

CYP - Upper Pendeford Farm - Young person
complained about a member of staff’s behaviour
towards them.
Learning: To monitor member of staff’s future
interactions with young people.

CYP - LAC - Issues around father having his rights taken away
from him and not being kept informed of everything that is
going on. A discussion took place with the father to explain the
reasons behind the actions/decisions made.
Learning: Improved and regular clear communication with
birth families.

Appendix 4
Equalities data for Corporate Stage 1 Complaints – January to March 2016

51%
Male

Service Group
Governance
Finance
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Customer Services
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49%
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1
3
4
14
4
2
0
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0
6
7
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1
1
2
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Appendix 5:
2: Quarter 4
1 (January
(April - June
- March
2015)2016)
Complaints received by ward

Stage 2 complaints
comparison for quarter 4

8

2014/15

2015/16

2

0

Out of area 8

Email Complaint 3

Wednesfield South 1

Wednesfield North 5

Tettenhall Wightwick 2

Tettenhall Regis 2

St. Peter's 4

Spring Vale 2

Penn 1

Park 5

Oxley 1

Merry Hill 2

Heath Town 4

Fallings Park 4

Ettingshall 2

East Park 1

Bushbury South & Low Hill 1

Bushbury North 2

Blakenhall 1

Bilston North 6

of which

0

2

Upheld Partially
(Council Upheld

Not
Upheld

at fault)

(Council
not at fault)

(Council
partly
at fault)

LGO enquiries for quarter 4

7

2014/15

2015/16

3

Figures decreased for
2015/16 Q4 compared to
2014/15 Q4 - Customer
Feedback Team has also
received 10 initial LGO
assessment enquiries
for Q4.

Q4

Stage 1
Corporate Customer Feedback

Appendix 6:
1: Quarter 4
3 (January
(April - June
- March
2015)2016)
Complaints
received

Complaints where the
Council is not at fault

Complaints where the
Council is at fault (upheld)

9%

57
Response
timescales

Issues have been identified from 5 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.

Average complaint
response time

98%

2%

Responded to
within timescales
(Target: 95%)

Not
responded to
within
timescales

11
DAYS

Stage 1 complaints
comparison for quarter 4

2014/15
2015/16

101
57

91%
Complaints received
down by

44%
decrease due to service groups
being encouraged to be more
pro-active in resolving
complaints at service level.

2015/16

0

People

2014/15

Corporate

Place

3
Quarter 4

2015/16

Stage 1 complaints
Breakdown by directorate

37
2

0
1
1

Compliments received
A decrease of 41% from Q3

17

90

1
1

Regulatory Services /
Wolverhampton Homes

1
Corporate Procurement

(1 upheld)

7

Customer Services

2
Regulatory Services

4

Transportation

(1 upheld)

(1 upheld)

12

Leisure Centres

2
School Admissions

1
Corporate Landlord

2
Registrars

1
Planning

3

Public Realm Services

Private Sector Housing and
Housing Intervention

5

8

Libraries

10

(1 upheld)

15

Waste Management

57

Parking Services

62

(1 upheld)

82

Housing Support

60

Quarter 3

80

Quarter 2

Quarter 1

101

Revenues and Benefits

20

109

Quarter 4

Stage 1 complaints comparison
Breakdown by quarter

Facilities Management

40

127

Quarter 3

120

Quarter 2

100

Quarter 1

Q4
Stage 1
Corporate Customer Feedback

Appendix 6:
1: Quarter 4 (January
(October - March
December
2016)
2016)
Stage 1 complaints received
Breakdown by service area

122
Complaints were not upheld unless otherwise indicated.

105
20

3
5

Appendix 7
Complaint Ward Equalities Data – Stage 1 Corporate Complaints
Quarter 4 – January – March 2016
Key
G=Gender
E=Ethnicity
D=Disability
A=Age

Ward

Bilston North

Number of
complaints
received
6

Complaint
upheld
No

Yes

No

No

No

No

Blakenhall

1

No

Equalities
Data
G=Female
E=
D=
A=
G=Female
E=
D=
A=
G=Female
E=
D=
A=
G=Male
E=Caribbean
D=
A=25-44
G=Male
E=
D=
A=
G=Male
E=White
D=No
A=16-24
G=Male
E=
D=
A=25-44

Nature of complaint

Complaint regarding tree
cutting

Complaint over
customer services
personnel
Complaint regarding
delays with the delivery
of new bins
Complaint regarding
payment of benefits

Complaint about
conduct of truck driver

Complaint regarding non
delivery of bin request

Complaint regarding bin
collection policy

Bushbury North

2

No

No

Bushbury South
and Low Hill

1

No

East Park

1

No

Ettingshall

2

No

No

Fallings Park

4

No

No

No

No

Heath Town

4

No

No

G=Female
E=
D=
A=
G=Male
E=
D=
A=
G=Male
E=
D=
A=
G=Male
E=
D=
A=
G=Female
E=
D=
A=
G=Male
E=Indian
D=
A=25-44
G=Female
E=
D=
A=
G=Female
E=
D=
A=
G=Male
E=White
D=Yes
A=
G=Male
E=
D=
A=
G=Female
E=Caribbean
D=
A=
G=Male
E=
D=
A=

Complaint over length of
time it took to renew WV
active membership
Complaint about lack of
information for noncollection of bins
Complaint about advice
given to tenant

Complaint about
customer service staff

Complaint regarding
membership process at
Leisure Centre
Complaint against staff
at Leisure Centre

Complaint about parking
in disabled areas

Complaint about bins
not being collected

Complaint regarding
Library services

Complaint over attitude
of staff

Complaint about
removal of refuse bin
which has not been
replaced
Complaint regarding
direct debit set up and
court costs

Merry Hill

2

No

G=Male
E=
D=
A=

Complaint about driver
of bin lorry

No

G=Male
E=White
D=
A=

Complaint about
procurement staff
conduct

No

G=Female
E=
D=
A=

Complaint over officer
conduct 24 hour

No

G=Male
E=
D=
A=
G=Female
E=
D=
A=

Complaint about
removal of bollards from
outside home address

G=Female
E=
D=
A=
G=Female
E=White
D=
A=
G=Male
E=White
D=No
A=45-PA
G=Male
E=
D=
A=
G=Male
E=
D=
A=
G=Female
E=
D=
A=

Complaint about
registrar staff providing
unacceptable service

Oxley

1

No

Park

5

No

No

No

No

No

Penn

1

No

Complaint about student
exemption for council
tax

Complaint about
Environmental service
regarding mice
infestation
Complaint about
inaccuracies over
granting planning
permission
Complaint regarding
decision with planning
permission
Complaint about lack of
action regarding report
of repairs to road
Complaint regarding
school crossing warden
and road safety

Spring Vale

2

No

G=Female
E=White
D=
A=25-44
G=Female
E=
D=
A=
G=Female
E=
D=
A=
G=Male
E=
D=
A=
G=Male
E=
D=
A=
G=Male
E=
D=
A=
G=Female
E=
D=
A=25-44
G=Female
E=
D=
A=25-44
G=Female
E=
D=
A=

Complaint about the way
she was spoken to by
council staff

No

G=Female
E=
D=
A=

Complaint about refuse
collection drivers

No

G=Female
E=
D=
A=

Complaint regarding
library services

No

St Peters

4

No

No

No

No

Tettenhall Regis

2

No

No

Tettenhall
Wightwick

Wednesfield North

2

5

No

Complaint regarding
advice given

Complaint about
customer service staff

Complaint about child’s
admission to school

Complaint about how
housing benefit case
was handled
Complaint regarding
monies paid into non
preferred account
Complaint about not
having a bin collection
for 3 weeks
Complaint regarding
policy on garden waste

Complaint over flag not
being displayed

No

No

No

No

Wednesfield South

1

No

Email Complaint

3

Yes

No

Yes

Outside Area

8

Yes

No

Yes

No

G=Female
E=
D=
A=
G=Male
E=
D=
A=
G=Male
E=
D=
A=
G=Male
E=
D=
A=
G=Female
E=
D=
A=
G=Female
E=Indian
D=
A=
G=Male
E=
D=
A=

Complaint regarding
lack of Christmas bin
collections

G=Male
E=
D=
A=
G=Female
E=
D=
A=
G=Female
E=
D=
A=
G=Female
E=
D=
A=
G=Male
E=
D=
A=

Complaint regarding
cancelled swimming
classes at Leisure
Centre
Complaint over council
tax charges

Complaint regarding
delay with school
admissions
Complaint against waste
management
driver/vehicle
Complaint about how his
complaint was handled
over dog fouling
Complaint over tree
cutting

Complaint about
allegation of damaged
book from library
Complaint about lack of
action regarding non
operation of traffic lights

Complaint regarding
private sector housing

Complaint regarding
toilet facilities at Park

Complaint about parking
facilities at Leisure
Centre

No

G=Male
E=
D=
A=

Complaint about officer
not keeping in contact
and not returning
calls/emails

No

G=Male
E=
D=
A=
G=Male
E=White
D=
A=
G=Male
E=
D=
A=

Complaint over parking
at Leisure Centre

No

No

Total

57

5

Complaint about position
of road bumps

Complaint about lack of
response to enquiry

Appendix 8
Corporate Compliments Data - Q4 January to March 2016

Directorate/Team
Corporate
Customer Services

Nature of compliment
Grand Total = 15
Total 6

1

Compliment for officers manner and politeness

2

Compliment for professionalism of call handler

3

Compliment about front of house personnel

4

Compliment for professionalism of duty manager

5

Compliment regarding officer conduct

6

Compliment for courtesy of front of house staff

Revenues & Benefits

Total 4

1

Compliment for staff at speed of handling query

2

Compliment over reassurance of staff

3

Compliment in regards to staff conduct

4

Compliment over advice given by staff

Education

Total 4

1

Compliment for professionalism of staff

2

Compliment for understanding of staff

3

Compliment of expertise of staff

4

Compliment over advice received

Corporate Complaints
1
Place/City
Environment
Waste Management
1
2
Public Realm

Total 1
Compliment in regards to how customers complaint was
handled
Grand Total = 8
Total 2
Compliment regarding helpfulness and going extra mile of
refuse staff
Compliment over efficiency of refuse collectors
Total 6

1

Compliment regarding excellent work of street scene worker

2

Compliment regarding kindness of street scene worker

3

Compliment of efficiency of clearing up mess

4

Compliment about conduct of street scene workers

5

Compliment about efficiency of street cleaners

6

Compliment regarding school crossing warden

Place/City Assets

Grand Total = 65

Planning Services

Total 31

1

Compliment regarding speed of service

2

Compliment over explaining policy and procedure

3

Compliment regarding speediness of service

4

Compliment over quickness of response

5

Compliment regarding speed of response

6

Compliment regarding smoothness of application

7

Compliment regarding professionalism of staff

8

10

Compliment regarding straightforwardness of policy and
procedure
Compliment regarding response times and clear
communication
Compliment regarding efficiency of staff

11

Compliment regarding courtesy and understanding of staff

12

Compliment regarding knowledge of staff

13

Compliment regarding efficiency of staff

14
15

Compliment regarding assistance of completion of
application
Compliment regarding understanding of needs

16

Compliment regarding professionalism of staff

17

Compliment regarding clear communication

18

Compliment regarding advice and guidance given by staff

19

Compliment regarding communication of applications

20

Compliment regarding ease of application

21

Compliment over efficiency of staff

22

Compliment regarding efficiency of staff

23

Compliment regarding general assistance of application

24

Compliment over efficiency of staff

25

Compliment of understanding of needs

26

Compliment regarding speediness of staff

27

Compliment of smoothness of application

28

Compliment understanding of needs

29

Compliment regarding professionalism of staff

30

Compliment of speed of completion of application

31

Compliment over communications with staff

9

Housing Options

Total 34

1

Compliment staff knowledge and understanding

2

Compliment regarding care of staff

3

Compliment regarding clear information given

4

Compliment regarding professionalism of staff

5

Compliment of conduct of staff

6

Compliment regarding conduct of staff

7

Compliment regarding kindness of staff

8

Compliment over courtesy of staff

9

Compliment over understanding of staff

10

Compliment over conduct of staff

11

Compliment over efficiency of staff

12

Compliment over conduct of officers

13

Compliment over understanding of staff

14

Compliment regarding ease of application

15

Compliment over efficiency of staff and gong the extra mile

16

Compliment over explanations over procedures

17

Compliment over helpfulness of staff

18

Compliment over efficiency of staff

19

Compliment regarding professionalism of staff

20

Compliment over efficiency of staff

21

Compliment over understanding of needs

22

Compliment over conduct of staff

23

Compliment over patience and understanding of staff

24

Compliment regarding smoothness of application

25

Compliment over advice and guidance received

26

Compliment over knowledge of staff

27

Compliment regarding customer service skills of staff

28

Compliment over smoothness of application

29

Compliment over diligence of staff

30

Compliment over staff professionalism

31

Compliment over staff courtesy

32
33

Compliment over explanation of policy and procedures by
staff
Compliment for staff conduct

34

Compliment regarding quick completion dates

People/Older People

Grand Total = 2

1

Compliment over library services

2

Compliment over courtesy of staff

Appendix 8
Social Care Compliments Data - Q4 January to March 2016

Directorate/Team
People
Adult Social Care
HARP

Bradley Resource Centre

Disabilities Team

Ernest Bold

Nature of Compliment
Fantastic staff and wonderful support off all – could
not be happier with the care I have received.
I have been very pleased with the HARP team. I have
found them to be very helpful, friendly and obliging. I
do not know what I would have done without them. I
would like to thank all of them for being so kind.
I am quite happy with the service I have received from
the HARP service.
I had a few issues to start with which were sorted
quickly. Staff were on time. Excellent service for less
abled people.
The ladies who come to see were lovely,
approachable and I have been very pleased with the
service.
They are all very friendly. They asked me lots of
questions and they are very helpful.
I found all the carers to be kind, considerate and
helpful. I would like to thank all of them for the care I
received.
Compliment received – staff informed.
Compliment received – staff informed.
Compliment received – staff informed.
Compliment received – staff informed.
Compliment received – staff informed.
Thanked the staff for their service
Verbal compliment received
Compliment received – staff informed.
Compliment received – staff informed.
I have been a service user for some time now and
wanted to take the opportunity of sending a
commendation with regard to how member of staff has
helped me recently. It is a pleasure to come across
someone who is helpful, professional and cheerful
whilst carrying out their work.
Mother stated she is very happy and overwhelmed
with all the activities her son takes part in when
visiting the service. He always seems so happy to
attend.
Family mentioned daughter was really happy with the

Health
Team

and

Social

Recovery House

Support Plus

Swan Bank

service she gets at Ernest Bold.
Mother stated the family are very happy with the
service delivery from Ernest Bold.
Mother stated her son has settled well into Ernest
Bold and seems happier.
Care I would like to express my gratitude to the social
worker for the support and effort which he put into the
Care Package for our mother. His commitment to
dealing with the requirements necessary for our
mother was second to none.
Letter received thanking social workers for their
involvement in making her aunt’s ‘next chapter of life
more safe, secure and happy.
Telephone call received advising “thanks as
communication was a lot better”.
Service user expressed her appreciation of the care
and attention given by social worker. It was note that
the social worker guided her through previously
unknown areas and without her help the whole
situation would have become unbearable. Social
worker’s caring and friendly attitude was noted.
Family expressed their thanks to the Service Manager
and that they were satisfied with her input,
assessment and support.
Telephone call to the team to thank social worker for
her help and a quick response time.
Postcard received to thank social worker for her
efforts and sympathy and compassion shown.
Complimentary Feedback form received from a
service user stating “I’m proud of what Recovery
House has done for me”.
Complimented staff “great team – home from home”.
Excellent feedback form received.
Compliment received on the service provided for
individuals at Brickkiln Community Centre.
Compliment received on how nice the building is at
Brickkiln Community Centre, and how activities are
provided.
Compliment received on the service and support
provided for her son at Oxley Support Plus.
Compliment received – staff informed
Father stated he was happy with the support his son
receives from the service.
Mother stated she was happy with how the transition
from Swan Bank to Ernest Bold had happened and
thanked the staff.

Children and Young
People
Fostering Team

Adoption Team
Blakenhall Contact Centre

Early Help (0-5yrs)

Early Help (5-18yrs)

Fostering Team

I would like to compliment the social worker. She is
always
efficient,
professional
and
shows
understanding at all times.
I would like to thank social worker for all her hard work
and efforts. We found her very straight forward and
could not have had a better worker.
No complaint. I am happy with the service I receive.
A big thank you for locating photos for the child’s life
story.
Completed questionnaire praising how friendly and
welcoming staff are.
Compliment on the building being lovely – much
improved since she was here over two years ago.
Very welcoming and much improved “child friendly”.
Written comment that she always finds the Centre
staff polite, helpful and attentive.
I just want to say how wonderful my experience has
been with them. I have enjoyed attending baby
massage and playgroup at Bilston Nursery. I have
also attended the swimming sessions run at the
William Centre; it has been a wonderful place to play,
socialise and to get some support with local parents
and very friendly, helpful and support from staff. The
service has been invaluable to me with my first child
and I truly hope that other people have the opportunity
to continue to access it.
Worker is very good at engaging parents in a
supportive manner. His professional and relaxed
approach is very effective.
I have received wonderful feedback over the last
month which has enabled me to meet regularly with a
group of young people form the Youth Council,
Leaving Care and LAC Board.
The meeting went really well and I could tell that lots
of work had been done with this family to get the
young person back to school.
Assistant Head at school took me aside to tell me how
impressed he is with the educational psychology
support that staff have all been providing to the
school.
Compliment received in relation to what an excellent
educational psychologist the staff member is and how
good it is to have her working with the school. Her
communication with the school is excellent, as is her
knowledge.
Compliment received in relation to the training list sent
out recently. It was clear, easy to follow and she

LAC

LAC Team 1

LAC Team 2
Leaving Care/Transitions
Team 1

especially liked the coloured boxes.
I would like to personally thank you for all your support
today. It has enabled me to complete my TSD
standards.
I do commend the social worker and her colleagues
for their ability to bring to life some of the key issues
that impact on children and young people whilst in the
care of local authorities and after they have left the
care system.
I thought the social worker’s assessment was well
written and gave a good account of the children’s
current circumstances. I also thought the plan was
detailed and outcome focused. I was really pleased
with how hard the worker has worked to stabilise the
placement and help the children feel secure with their
new Foster Carer.
My social worker is the best social worker I have ever
had. He was straight to the point and just nice. Once
I was at Stafford Road and playing on my playstation I
looked out of the window and saw him, and I had the
biggest smile on my face. I never usually smile seeing
a social worker. Talking about him now makes me
happy.
Just wanted to say that when I met with you briefly to
discuss a couple of cases, it was refreshing to see
and hear that you appear to have a good sense of
your cases, what needs to happen and what is in the
best interests of the children.
Your efforts are
appreciated and valued.
I would like to say a big thank you to the social worker
for her support on Tuesday evening.
Social Worker continually delivers a very high
standard of practice. Well done.
The report was current, reflective and focused on the
young person’s needs; drawing on the relevant
research appropriately.
I would like to commend one of your social workers
who helped us out with the recent Section 47. She
was a breath of fresh air and great at her job, knew
what she was doing and was keen to support the
child’s case as much as she could; even knowing that
unfortunately he would unlikely become one of her
cases.

