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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 October 2016 to
31 December 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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2. Part A – Adult Social Care, Children and Young People Social Care and Public Health
Complaints Activity 1 October 2016 to 31 December 2016.
1.0

Background

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.

Customer Feedback Activity. 1 October 2016 to 31 December 2016
3.0

Children and Young People – Complaint 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; six were received during quarter 3 (1 October 2016 to
31 December 2016)

3.2 Formal complaints: During Quarter 3 (1 October to 31 December 2016) the Council
received 26 formal children social care complaints, compared to 18 in the previous quarter,
representing an increase of eight complaints.
3.3 No particular service area received a disproportionate number of formal complaints
during quarter 1. The 26 complaints we received during this first quarter refers to 13
separate service areas.
3.4 Timescales: 19 complaints were responded to and concluded during this third quarter.
Ten complaints were responded to within 10 working days, four within 20 working days,
and the remaining five in just over 21 working days. The average number of days to
respond and close all complaints over the term has increased to 14 days compared to ten
days during the second quarter of the year.
3.5 Complaint Issues: During Quarter 3 (1 October to 31 December 2016). The main issue
of complaint involved quality of service (15) and communication (seven) and disagree with
assessment with (two). Complaints in relation to communication relates to advising
people of decisions and plans. Complaints in relation to quality of service tend to refer to a
view that there has been a lack of help or support and changes of social workers.
3.6 Complaint Outcomes: Of the 19 complaints closed this quarter; no complaints were
upheld; 7 complaints were partially upheld and 12 complaints were not upheld.
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3.7 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). One complaint investigated at Stage 2 – Formal
complaint investigation has been completed and the complainants have since requested
that the complaints that were found to be Not Upheld in the investigation - should proceed
to a Stage 3 Complaint Review Panel. This is being arranged for March 2017. This
complaint refers to the way in which a child protection investigation was carried out.
3.8

Compliments: During this third quarter, 25 compliments were received for Children and
Young People, compared to 31 in the previous quarter.

4.0 Adult Social Care and Public Health
4.1 During Quarter 3 (1 October to 31 December 2016) the Council received 26 formal
complaints compared with 19 in the previous quarter, representing an increase of seven
complaints this quarter. This is reflected in Appendix 2.
4.2

In relation to Public Health services there was one complaint received in this quarter.

4.3

No particular service area received a disproportionate number of complaints in this
quarter, the 26 complaints received are spread across 14 separate service areas.

4.4

27 complaints were resolved during this quarter. Five of these complaints were upheld,
eight were partially upheld and 14 were not upheld.

4.5

Timescales: 18 complaints were responded to within the initial ten day timescale. A
further six complaints were responded to within 20 days with the remaining three being
responded to just over 21 days. The average number of days to respond and conclude all
complaints in this third quarter was a highly creditable 10 days.

4.6

Compliments: 48 compliments were received for Adult Social Care in Quarter 3,
compared to 47 received for the previous Quarter 2.

5.0

Learning from Complaints

5.1

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.

5.2

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.

5.3

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.

5.4

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.
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5.5

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

Part B – Corporate Complaints Activity
6.0

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

6.1

The Customer Feedback team monitors and completes a written record of 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. All corporate
complaints, compliments, Housing Ombudsman and Local Government Ombudsman
enquiries are considered a form of customer feedback.

7.0

Stage One Complaints

7.1

During this third quarter (1 October to 31 December 2016) the Council received 75 stage
one complaints compared with 65 in the previous quarter (1 July to 30 September 2016)
An increase of 10.

7.2

The details contained in Appendix 6 shows that the number of complaints received this
third quarter 2016/17 of 75 complaints compares to 62 complaints received in the same
quarter for 2015/16, an increase of 13 complaints.

7.3

During Quarter 3 (1 October to 31 December 2016) no one service received a
disproportionate amount of complaints. The 75 complaints involve 20 separate service
areas.

7.4

Environmental Services received the highest number of stage one complaints (16),
followed by 10 each for Public Protection and Revenues and Benefits. Out of the (16)
received for Environmental Services only three were upheld.

7.5

Complaint Outcomes: All complaints are assessed as to whether they are upheld
(Council at fault) or not upheld (Council not at fault). Of the 75 stage one complaints
received during this third quarter, 65 (87%) complaints were not upheld (Council not at
fault) and 10 (13%) were upheld (Council at fault).

7.6

Of the 10 complaints upheld they refer to Revenues and Benefits (two), Waste
Management (two), Licensing (one), Environmental Services (three) and Housing (one).
Public Protection [one]

7.7

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.
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7.8

Timescales: The target response time for responding to stage one complaints is 95%
within a timescale of 21 calendar days. Managers who are formally responding to
complaints are contacted on a weekly basis through phone or email to confirm deadlines;
where delays are unavoidable, the Customer Feedback team ensures 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.

7.9

During Quarter 3 (1 October to 31 December 2016) all 100% of stage one complaints were
responded to within this target timescale. This is clearly a positive indicator of the
emphasis placed by Senior Managers/ Managers to respond to complaints in a timely
fashion.

7.10 The average response time for responding to each complaint is a highly creditable 10 days
this Quarter 3.
8.0

Stage 2 complaints in Quarter 3 (1 October to 31 December 2016)

8.1

During Quarter 3 (October to December 2016) the Council received four stage two
corporate complaints; all four complaints were received for City Environment and none of
the enquiries were upheld. Two complaints received were for Environmental Services;
street cleansing in relation to street cleansing policy and highway operations in relation to
removal of a lamp post; both complaints were not upheld; one complaint for WV Active
was not upheld and refers to facilities being reduced during refurbishment and one
complaint for Bereavement Services was not upheld and refers to officer conduct.

9.0

LGO enquiries

9.1

During Quarter 3 (October to December 2016) the Council received six LGO enquiries.
Corporate Directorate received (one), Place Directorate received (one), People
Directorate received (four). Out of the six enquiries received, two cases were upheld.

9.2

The Corporate Directorate received one enquiry in relation to Democratic Support failing to
follow the correct procedure for school appeals; outcome upheld, maladministration, no
injustice. The Council has agreed to the remedy recommended by the LGO and
implemented the appropriate action.

9.3

The Place Directorate received one enquiry in relation to Highways and Transportation
using distracting traffic signage; outcome closed after initial enquiries, no further action.

9.4

The People Directorate received four enquiries. One complaint for Older People in relation
to failure to provide support to a service user on his return home; outcome upheld
maladministration and injustice. The Council has agreed to the remedy recommended by
the LGO and implemented the appropriate action. One complaint for Older People in
relation anti-social behaviour from a neighbour’s care agency; outcome not upheld, no
maladministration. One complaint for Older People in relation to the reduction in a carer’s
personal budget and direct payments; this enquiry is currently under investigation and the
Council is awaiting the outcome. One complaint for Children and Young People in relation
to events that took place at a children’s contact centre; outcome closed after initial
enquiries, no further action.
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10.0

Housing Ombudsman enquiries

10.1

During Quarter 3 (October to December 2016) the Council received one Housing
Ombudsman enquiry in relation to Tenants Management Organisation (TMO) declining to
arrange a meeting with the complainant to resolve issues; this enquiry is currently under
investigation and the Council is awaiting the outcome.

11.0

LGO assessment enquiries

11.1

During quarter 3 (October to December 2016) the Council received three assessment
enquiries. Corporate Directorate received two enquiries and People Directorate received
one.

11.2

Corporate Directorate received two assessment enquiries for Democratic Support; one in
relation to refusal of a school place, the outcome closed after initial enquiries, no further
action and one assessment enquiry in relation to an appeal against the refusal of a school
place, the outcome proceeded to a full LGO enquiry.

11.3

People Directorate received one assessment enquiry in relation to Older People regarding
care of service user whilst in a care home, the outcome of this complaint was premature
and progressed to stage 1 of the statutory complaints procedure.

12.0

Housing Ombudsman assessment enquiries

12.1

During Quarter 3 (October to December 2016) the Council received one Housing
Ombudsman assessment enquiry assessment enquiry in relation to end of tenancy
agreement and removal of belongings from the property; this enquiry is currently under
investigation and the Council is awaiting the outcome.
Quarter Three Update:

13.0

LGO/Housing Ombudsman enquiries

13.1

During Quarter 3 (October to December 2016) the Council received three final decisions
which were logged during Quarter 2, 2016/17. One complaint for the Housing
Ombudsman was in relation to lack of work on pathways; the outcome was no
maladministration, case closed. One complaint for Corporate Directorate, corporate
landlord in relation to sale of Council land, the outcome was not upheld, no
maladministration. One complaint for People Directorate, children’s social care in relation
to actions of social worker, the outcome was upheld, no further action. The Council has
agreed to the remedy recommended by the LGO and implemented the appropriate action.

13.2

During Quarter 3 (October to December 2016) the Council received one final decision
from the Housing Ombudsman logged during quarter 4, 2015/16. We are currently
liaising with Wolverhampton Homes to present findings and agree the necessary actions.
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14.0 Compliments
14.1

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 3
(1 October to 31 December 2016) the Council has received 153 compliments from
customers, a significant increase of 58 from the previous quarter.

15.0 Action Plans
15.1 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.
16.0 Ward Data
16.1 During Quarter 3 (1 October to 31 December 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.
17.0 Monitoring Information
17.1 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.
17.2 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.
18.0 Financial Implications
18.1 There are no financial implications associated with the recommendation in this report.
[GE/02032017/W]
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
1 April 2009.
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• Public Health - The NHS Bodies and Local Authorities (Partnership Arrangements, Care
Trusts, Public Health and Local Healthwatch) Regulations 2012. (TS/25052016/E)
20.0 Equalities Implications
20.1 There are no equalities implications associated with this report where in relation to its
recommendation for noting. 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

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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Appendix 1 - Quarter 3 (October - December 2016)
Formal complaints
received

26

This represents an
increase compared
to Q2

2015/16

18
(44%)

Average complaint
response time

14
DAYS

Stage 1 complaints
comparison for quarter 3

2016/17

(0%)

21 days
or over
timescale

26

Issues have been identified
from 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.

Within
10 days
timescale

5
(26%)

25

Complaints where the
Council is at fault (upheld)

0

Response timescales

10
11-20 days
timescale

4
(21%)

Complaints where
the Council is
partially at fault

7

(37%)

(53%)

Complaints where
the Council is
not at fault

12
(63%)
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Appendix 1 - Quarter 3 (October - December 2016)
Stage 1 complaints received
Breakdown by service area

Stage 1 complaints comparison
Breakdown by quarter

CIN/CP
Other
Looked After Children

0

2015/16

0

0

Quarter 4

Quarter 3

Quarter 1

Quarter 4

Quarter 3

Quarter 2

0

Leaving/Care/LAC
1
Transition Team 1

LAC Team 1 1

Fostering Team 1

15

Conduct/Attitude

1

Charges/Fees

1

Disagree with Assessment

Compliments

7

Communication/Info

2016/17

2015/16
Quarter 1

1

Quarter 2

0

1

25

Stage 1 complaints received
Breakdown by category
Quality Of Service

1

Adoption Team 1

2016/17

Stage 2 complaints comparison Breakdown by quarter

1

MASH 1

Social Work Unit 8 6

Social Work Unit 7 1

Social Work Unit 6 4

Social Work Unit 5 1

Social Work Unit 4 2

26
Quarter 4

18

Quarter 1

Quarter 4

23

Quarter 3

Quarter 2

Quarter 1

20

Quarter 3

29
25

Social Work Unit 3 3

34

Social Work Unit 2 3

39

Quarter 2

40

Social Work Unit 1 1

60

2

6
Informal
complaints
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Appendix 2 - Quarter 3 (October - December 2016)
Formal complaints
received

26

This represents an
increase compared
to Q2

19

10
DAYS

2016/17

26

(18%)

Issues have been identified
from 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.

Within
10 days
timescale

3
(11%)

6

10

Complaints where the
Council is at fault (upheld)

5

Response timescales
21 days
or over
timescale

2015/16

(37%)

Average complaint
response time

Stage 1 complaints
comparison for quarter 2

(22%)

18
(67%)

11-20 days
timescale

Complaints where
the Council is
partially at fault

8

(30%)

Complaints where
the Council is
not at fault

14
(52%)
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Appendix 2 - Quarter 3 (October - December 2016)
Stage 1 complaints comparison
Breakdown by quarter

Stage 1 complaints received
Breakdown by
service area

Disability and Mental Health
Older People
External Provider
Public Health

31

30

0

Q1

1

1

Q2

Q3

2
Q4

Q1

2015/16
Social Care

Q3

Recovery
Near You 1

Sevacare 1

Probert Court 1

Castlerock 1

Q4

2016/17

Stage 1 complaints received
Breakdown by category

Public Health

2

2

1

1

0

2

1

Q1

Q2

Q3

Q4

Q1

Q2

Q3

2015/16

MASH 1

1
Q2

LGO enquiries or investigations
Breakdown by quarter

0

Assessment
& Billing 2

9

Health And Social
Care Team 4

19

10

Adult Community
Team West 4

19

Adult Community
Team North 3

20

20

Adult Community
Team East 2

20

22

DFG (ILS) 1

20

Disability Team 1

20

25

Therapy Team 3

20

Mental Health
(Intake) 1

26

24

2016/17

2 Charges/Fees
3 Communication/Info
9 Quality Of Service
7 Disagree With Policy/Criteria
Q4

1 Request for Service
4 Conduct/Attitude

48
Compliments

12
Informal
complaints

People Directorate
Customer Feedback - Organisational Learning
Appendix 3 - Quarter 3 (October - December 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 - Assessment and Billing - On
receiving an invoice for my late mother's care
fees, I contacted the Council to advise that my
mother had left no estate or savings.
However, I was told by the team that this
matter would be passed onto Debt
Management if I did not pay.
Learning: The Department are already in the
process of developing the reassessment
process for April 2017. An automated benefit
uprating process will be implemented using
DWP data, which will enable the team to notify
customers of their new contributions and
eradicate any backdating of contributions.

ASC - Adult Community Team
North - Disagree with the decision for
his mom to return home from respite
due to her vascular dementia and the
family being unable to cope.
Learning: Social Work staff need to
ensure that customers and
families/carers are fully advised that
respite care is a temporary
arrangement with a start and end
date. Any changes that occur within
the respite period will require a
reassessment of need and a
subsequent support strategy.

ASC - Health and Social Care Team - Complaint about the
overall service received from the Social Worker and his
manager in their handling of our mother's case.
Learning: Letter has now been implemented and email sent
to team regarding contracts. ASWP's to chase up outstanding
short stay requests. Team reminded of the importance of
sending activities to relevant departments - checklist has been
devised for all case transfers to locality teams.
ASC - MASH - No feedback received from the social worker
on the outcome of the safeguarding referral.
Learning: As a result of this complaint, Social Worker has
been spoken to about the importance of recording
conversations and outcomes with the alerter and any
relevant professionals as part of the Safeguarding process.

ASC - Therapy Service - Complaint about a member of staff in the Stores.
Learning: The ASWP in the Adult Care Team North will be given a framework to risk assess delaying
allocation of similar cases in the future. The Stores Manager will be supported with further training on
how to respond appropriately to abusive calls. There were issues arising from this complaint that
necessitated the need for changes to policy/procedure, staff supervision or resource allocation.
CYP - Social Work Unit 8 Been waiting since January 2016 for a new social worker to be appointed.
Learning: Complainant’s main complaint was that there had been a lack of consistent social worker
and it is clear from Carefirst that there was a period of three months whereby there had been four
different social workers and a duty worker involved in the case, which can cause confusion for any
family. In the future managers should be mindful of the impact multiple social work changes will have
on families and ensure that any changes are kept to a minimum.

CYP - Adoption Team - Concern that the
behaviours of the children were not fully addressed
prior to them being considered for adoption. The
prospective adopters did make it known to workers
in the early stage of this placement that they felt the
children were not ready to be adopted, but were not
listened to.
Learning: Consider making robust plans for
support and help at the start of an adoption
placement especially when the behaviour of the
children has in the past been problematic. This
would be over and the above the adopters ability to
cope with the behaviour. A Disruption Meeting to be
held within two weeks so that we can have some
understanding of changes that could be made to
future practice in this area, if at all necessary.

CYP - LAC Team 1 - Currently being paid at rate for 'standard
placement' whereas all documentation states the placement is 'solo'.
Learning: The complaint was not upheld; there was an understanding
around the terminology of a solo fee. However, in recognition of the
complexity of the circumstances an assessment around support needs
has been recommended.
CYP - Social Work Unit 2 - Complainant is unhappy with the recent
assessment which has been completed and which did not agree with
her wish to look after her grandson.
Learning: The terminology within the report was poor which led to
misinterpretation of information. These circumstances could have been
greatly reduced had the social worker been more specific and used plain
language which was not open to interpretation. The social worker should
have met with complainants and spent time reading through the report.

Appendix 4
Equalities data for Corporate Stage 1 Complaints – October to December 2016

Male 45%

Female 55%

Female
Male
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Appendix 5: Quarter 3 (October – December 2016)
Stage 2 Complaints Comparison for Quarter 3

Complaints Received by Ward

7

2015/16
2016/17

4

1

2

3

5

11

Tettenhall Wightwick

Wednesfield North

Wednesfield South

Email Complaint

Out of area

2

2

St. Peter’s

Tettenhall Regis

2

3

Oxley

Spring Vale

2

Merry Hill

4

4

Heath Town

11

7

Graisley

Park

1

Fallings Park

Penn

2

East Park

Ettingshall

1

Bushbury North

4

2

Blakenhall

2

3

Bilston North

Bushbury South & Low Hill

1

Bilston East

of which

0

0

4

Upheld

Part
Upheld

Not
Upheld

(Council
partly at
fault)

(Council
not at
fault)

(Council
at fault)

LGO/Housing Ombudsman Enquiries for Quarter 3
2015/16
2016/17

6
7

Figures increased for 2016/17
Q3 compared to 2015/16 Q3 –
Customer Feedback team has
also received 4 initial LGO/HO
assessment enquiries for Q3.
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Stage 1
Corporate Customer Feedback

Appendix 6: Quarter 3 (October – December 2016)
Complaints Received

75
Response Timescales

100%
Responded to
within timescales
(Target: 95%)

Complaints where the Council is
at fault (upheld)

13%

Complaints where the Council is
not at fault

Issues have been identified from 10 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

10

DAYS

Stage 1 Complaints
Comparison for Quarter 3
2015/16
2016/17

62
75

87%
Complaints Increased
by

13
Complaints
Increase of 13
complaints compared
to 2015/16

2016/17

40

20

0

Education
57

2015/16

Corporate

Place

1
10

5

0

2016/17

Stage 1 Complaints
Breakdown by Directorate

51
2
1
1
3

23
Compliments Received

71

1
2

Skills & Employability

Housing

1

Senstart

(3 upheld)

2

Communications

(1 upheld)
6

Environmental Services

2

Visitor Economy

Customer Services

1

Leisure Centres

(1 upheld)

7

Registrars

2
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Appendix 7
Complaint Ward Equalities Data – Stage 1 Corporate Complaints
Quarter 3 – October – December 2016
Key
G=Gender
E=Ethnicity
D=Disability
A=Age

Ward

Complaint
upheld

Equalities
Data

Bilston East

Number of
complaints
received
1

No

Bilston North

1

No

1

No

1

No

1

No

1

No

Bushbury North

1

No

Bushbury South
and Low Hill

1

No

G= Male
E= Asian
D=
A=
G= Female
E=
D=
A=
G=Female
E=White/British
D=No
A=25-44
G=Male
E=
D=
A=
G=Male
E=
D=
A=
G=Male
E=
D=
A=
G=Female
E=
D=
A=
G=Female
E=
D=
A=

Blakenhall

Nature of complaint

Complaint regarding
officer conduct

Complaint about Dunstall
Park bonfire night

Complaint regarding
brown bin left in the
middle of drive numerous
times
Complaint regarding
allegations in connection
with an officer
Complaint about lack of
update from a department

Complaint about
relocation of market

Complaint regarding
conflicting advice and
officer conduct
Complaint regarding staff
conduct

1

No

1

No

1

No

1

No

1

No

1

No

1

No

Fallings Park

1

No

Graiseley

1

No

1

No

1

No

1

No

East Park

Ettingshall

G=Female
E=
D=
A=25-44
G=Female
E=
D=Yes
A=
G=Male
E=
D=
A=45-PA
G=Female
E=
D=
A=25-44
G=Female
E=British
D=
A=45-PA
G=Female
E=
D=
A=
G=Male
E=White/British
D=No
A=25-44
G=Female
E=White
D=Yes
A=PA-74
G=Female
E=White/British
D=Yes
A=45-PA
G=Female
E=
D=
A=
G=Female
E=
D=
A=
G=Female
E=White
D=No
A=45-PA

Complaint regarding staff
conduct/process

Complaint about
wheelchair access to
disabled toilet on ground
floor, Civic Centre
Complaint about the way
council tax was calculated

Complaint regarding staff
conduct

Complaint regarding recollection of refuse

Complaint about member
of staff

Complaint regarding
officer conduct

Complaint about leaf
collection operators
carrying out their role
Complaint regarding
advice provided regarding
ceremonial car park
Complaint in regards to
housing application
process
Complaint about council
checking service
regarding immigration
Complaint about lack of
sign posting from HB staff

Heath Town

Merry Hill

Oxley

1

No

G=Female
E=Asian
D=
A=
G=Female
E=
D=
A=
G=Male
E=
D=
A=
G=Female
E=Asian
D=
A=
G=Female
E=
D=Yes
A=75 plus
G=Male
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

Complaint about tree
pruning programme

1

No

1

No

1

No

1

No

1

No

1

No

1

No

1

No

1

No

1

Yes

G=Female
E=
D=
A=

Complaint about refuse
collector

1

No

G=Female
E=White/British
D=Yes
A=45-PA

Complaint regarding
waste collection –
contamination and
allegation against officer

Complaint about
collection of leaves

Complaint regarding
booking room at
Community Association
Complaint about
communication regarding
special education needs
Complaint regarding lack
of information in relation
to refuse BH collections
Complaint regarding
policy and procedures
regarding electoral
services
Complaint regarding
incorrect calculation of
council tax
Complaint regarding
services request
response from enquiry in
connection with allotment
Complaint about open
door at library

Complaint about time
delays

Park

Penn

1

No

G=Male
E=
D=
A=

Complaint regarding
parking services officer

1

No

G=Male
E=
D=
A=

Complaint about lack of
action to requests about
highways issues

1

No

G=Male
E=
D=
A=

Complaint about advice
provided by officer

1

Yes

G=Male
E=Asian
D=No
A=25-44

Complaint regarding court
order for outstanding
council tax payments

1

Yes

Complaint about parking
service staff

1

No

1

No

1

No

1

Yes

1

No

G=Female
E=
D=
A=
G=Female
E=White/British
D=
A=75 plus
G=Female
E=Asian
D=
A=25-44
G=Female
E=
D=
A=
G=Female
E=
D=
A=
G=Female
E=
D=
A=

Complaint regarding lack
of action/feedback to
request
Complaint regarding the
way Council Tax case
was handled with new
tenant
Complaint regarding
booking at leisure centre

Complaint regarding
cancellation of gym
induction
Complaint regarding lack
of response to emails

Spring Vale

St Peter’s

Tettenhall Regis

Tettenhall
Wightwick

1

No

G=Male
E=
D=
A=
G=Male
E=White/British
D=
A=25-44
G=Male
E=
D=
A=
G=Male
E=British
D=
A=45-PA
G=Male
E=
D=
A=
G=Female
E=
D=
A=
G=Female
E=Asian
D=
A=16-24
G=Female
E=
D=Yes
A=25-44
G=Male
E=Asian
D=
A=
G=Female
E=White
D=
A=

Complaint regarding
timescales for
maintenance of hedge

1

Yes

1

No

1

No

1

Yes

1

No

1

Yes

1

No

1

No

1

No

1

Yes

G=Male
Complaint regarding
E=White/British officer blocking drive
D=No
A=45-PA

1

Yes

G=Female
E=
D=
A=

Complaint regarding
officer conduct

Complaint regarding 25%
single person living
allowance
Complaint about service
received

Complaint about grave at
cemetery

Complaint regarding how
Officer handled case

Complaint about lack of
response to
correspondence
Complaint about recycling
centre

Complaint about member
of staff

Complaint regarding
officer conduct

Complaint regarding
officer conduct

Wednesfield North

Wednesfield South

Email Complaint

1

No

G=Female
E=
D=
A=

Complaint regarding
information on website

1

No

G=Female
E=
D=
A=

Complaint regarding
housing and benefit
suspension

1

No

G=Female
E=
D=
A=

Complaint regarding bins
across driveways

1

No

G=Male
E=
D=
A=

Complaint about
marketing material for
refuse

1

No

G=Male
E=
D=
A=

Complaint about library
changes

1

No

G=Female
E=
D=
A=

Complaint regarding
officer conduct

1

No

G=Female
E=
D=
A=

Complaint about lack of
response to enquiry

1

No

G=Female
E=
D=
A=

Complaint about incorrect
information provided

1

No

G=Male
E=
D=
A=

Complaint regarding ways
in which enquiry was
dealt with

1

No

G=Male
E=
D=
A=

Complaint regarding
officer conduct

Outside Area

1

No

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

Complaint about officer
conduct

1

No

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

Complaint about seating
arrangements for
wheelchair users at Civic
Hall

1

No

G=Female
E=
D=
A=

Complaint about pest
control officer process
and procedure

1

No

G=Male
E=White
D=
A=

Complaint regarding
removal of padlock

1

No

G=Male
E=
D=
A=

Complaint about delays in
responding to appeal

1

No

G=Female
E=
D=
A=

Complaint regarding
officer conduct of vehicle
driver

1

Yes

G=Male
E=
D=
A=

Complaint regarding
delays in processing
application

1

No

G=Male
E=Mixed
D=
A=25-44

Complaint regarding
officer conduct at
Crematorium

1

No

G=Male
E=
D=
A=

Complaint regarding
officer conduct

Total

1

No

G=Male
E=
D=
A=

Complaint regarding
delays in processing
application

1

No

G=Male
E=
D=
A=

Complaint regarding
service received

75

10

Appendix 8
Corporate Compliments Data – Quarter 3
October to December 2016
Place Directorate
Team
Bereavement Services
12

Nature of compliment
Compliment for Bereavement Services - Excellent
service thank you
Compliment for Bereavement Services - Everything was
excellent
Compliment for Bereavement Services - The service was
on time and good
Compliment for Bereavement Services - There is no
room for improvement
Both Dad and I felt it was carried out as mom wished.
Thank you
Compliment for Bereavement Services - Excellent - it
doesn't need improvement everything was beautiful
Compliment for Bereavement Services - Excellent
Service
Compliment for Bereavement Services - You can’t
improve the service it was excellent by far very well
presented
Compliment for Bereavement Services - Service
excellent, don’t see how you could improve the facilities
at the crematorium
Compliment for Bereavement Services - No improvement
necessary, beautifully tended gardens and lovely chapel.
Kind and helpful staff, it is a credit to our city
Compliment for Bereavement Services - Beautifully
tended gardens and lovely chapel. Kind and helpful staff
it’s a credit to our city

Planning
20

Compliment for Bereavement Services - Good Service
Compliment for officer conduct
Compliment for officer conduct
Compliment for officer conduct
Excellent Service - compliment for officer
Thank you very much for processing this so quickly we
really appreciate it - compliment for officer
Thanks for all of your help we really did appreciate it compliment for officer
Compliment for officer - Scheme has evolved swiftly. We

are grateful of the care we have received
Many thanks for your prompt and efficient service. compliment for officer
Compliment for officer - top notch service again

Housing
15

Compliment for planning application team; delighted with
the result
Compliment for positive granted decision notice professional and very helpful
Compliment for Planning Department; can’t fault at all,
planning application quick and efficient
Compliment for Planning Department - proactive
approach in achieving the certification
Compliment for officer – excellent help and
professionalism
Compliment for Planning - pass on sincere thanks for
speedy response and resolution to a compliance issue at
the property
Compliment for officer - Appreciate all the help you have
given us, thank you very much
Compliment for officer - Thank you for your kind
assistance and help again through the year
Compliment for officer - for the record that is the fastest
turnaround of a decision I have witnessed
Compliment for officer - Thank you for getting back to us
so quickly about received amended plans; we really
appreciate it
Compliment for officer - Thank you for the work you have
done with this to make it more acceptable
Compliment for officer
Compliment for officer
Compliment for officer
Compliment for officer
Compliment for officer
Compliment for officer
Compliment for officer; Officer has been incredible and I
can’t find words how I could ever thank the officer; this
has changed my life
Compliment for Whitehouse staff - Very good support,
helpful and considerate and most of all caring with
emotional and financial support
Compliment for Housing Options - I was dealt with
professionally and help, advice and good support was
shown
Compliment for hostel staff - two officers very helpful and
good to residents

Compliment for officer

Environmental Services
3

City Development
1
Visitor Economy
1
Waste Management
2

Trading Standards
3

Regulatory Services
1

Compliment for officer - Express my sincere gratitude for
help and support, officer is a credit to the service and
people she is supporting
Compliment for officer - The service was brilliant; officer
was superb with help and advice. I would recommend
service to anyone in our predicament
Compliment for officer - Wow thank you I never expected
to find so much help so readily. Very grateful
Compliment for officer - Excellent work don’t know what I
would do without officer, fantastic
Compliment for Reactive Maintenance - Two workers
who worked on a pavement great speed and team work amazing
Expression of thanks for the grass/hedge cutters
alongside house
Compliment for Civic Centre car parking staff – two
officers credit to the Council, very polite and nothing too
much trouble
Compliment for officer- It was a really helpful meeting
with the officer this afternoon very encouraging to have
that kind of approach
Compliment for Art Gallery and West and Bantock Park Well done Wolverhampton you have an amazing Art
Gallery, West Park and Bantock House
Compliment for Waste Management - 2 guys at Anchor
Lane site early this morning very helpful
Compliment for Refuse Team - moved bin wagon to one
side and stopped vehicles to allow funeral cortege to
pass through
Compliment for Trading Standards Officer for time,
patience and advise provided for the case
Compliment for Trading Standards Officer - thank you for
all your support, advice and guidance you are a credit to
your employer
Compliment for officer - Many thanks for the help you
went the extra mile to help me
Compliment for officer in assisting team for undertaking a
MOD Catering Assurance policy review
Corporate Directorate

Customer Services
6

Compliment for officer
Compliment for officer
Compliment for customer services; two officers for
excellent service in connection with bin collection
Compliment for two officers - Excellence manner
displayed by customer services department

Compliment for officer - Call answered by officer who
was really great I was really pleased with the way she
helped me
Compliment for Customer Services Officer
Customer Feedback
3

Mayoral
3

Registrars
1
71

Many thanks for prompt attention to my enquiry
Compliment for officer - Thank you for your support;
office has been wonderful
Thank you for your help in resolving the issue and for
swift response
Compliment for Mayor and Mayoress - Honoured to
receive written letter of thanks
Compliment for event; incredibly well organised,
accommodating and invaluable in making the day a
success
Compliment for Mayoral Team in regards to
arrangements of Santa Fun Run
Compliment for officer in registrars who was patient and
took time helping to make sure citizenship form was
correct

Appendix 8
Compliment Data for October 2016 to December 2016
Quarter 3
Directorate/Team
People
Adult Social Care
Adult Community
East

Adult
North

Community

Nature of Compliment
Team I would like to thank Wendy Haynes (Social Worker)
for all her help and support. She gets on well with
Audrey and the family, keeps us informed of any
changes.
“Thank you for responding so quickly to my parents'
needs. It is making all the difference knowing help is
available. Social Services get an extremely bad
press, but you have shown that even under the
present financial constraints a speedy response is
possible.
It was the Adult Team that came to my rescue, with
my sister, after months of trying to get her GP to take
my concerns seriously. Thank you again for all you
are doing not only for my family, but for others."
Team I would like to thank CE for her most professional and
compassionate conduct when working with my mother
as her key worker. My mother has dementia and is
very deaf and CE has shown nothing, but patience,
kindness and understanding when talking to my
mother. I know that social workers have a lot of
criticism in the media and so I think it is important to
give credit to those in the service who make their job
their vocation and I feel that CE does that.
I am extremely impressed with the professionalism,
patience, dedication and care that the social worker
has shown in dealing with my father's case.
Home visit by social worker regarding involvement of
social services due to referral made by CICT. She
had a very friendly disposition and put my mother-inlaw at ease as she can often be very anxious. Social
Worker asked questions and waited patiently when
required. Social Worker really appeared to care about
my mother-in-law's needs. In my opinion she was
perfect for the role she has to fulfil.
Excellent work; nothing too much trouble and always
time for you, even when busy.
Both Social Workers received thank you cards from
family: "A heartfelt thank you for your help and
support".

Adult Community Team Councillor K… was complimentary about the service
West
received from social worker.
Bradley Resource Centre
My father has been staying there after being
discharged from New Cross Hospital. The Centre is
very well run. All the staff are courteous and caring
and highly professional. I have visited on one
occasion with my family and the staff were very
accommodating, allowing us to make use of the
visitors lounge, the garden and the kitchen. My father
was being well looked after, enjoyed the food and his
room was spacious, clean and tidy. I spoke to several
of the residents and they all spoke very highly of the
staff and facilities. It was also good to see that there
is on-site provision of therapy services. The Bradley
Centre is a much needed resource and provides a
level of care that cannot be provided to patients in
their own homes and is a invaluable facility bridging
the gap between home and hospital to enable patients
to adjust after time in hospital.
Staff informed
Staff informed
Staff informed
Staff informed
Staff informed
Staff informed
Staff informed
Staff informed
Staff informed
Donation
Customer Feedback
BG called regarding his mother to say he would like to
thank the team for all the hard work and commitment
in establishing his mother a place at Waterside.
Ernest Bold
Mother is happy with being informed that her son is
becoming more independent at short breaks and
happy that we discussed new activity experiences with
her also. She is very pleased overall with the service.
HARP
Very pleased with all the treatment given to me and all
the kindness and care I received.
I found people who look after me were very helpful
and kind and could not do too much for me.
All the service users I have met are pleasant, helpful
and try to help answer any medical questions if they
can.
I have enjoyed the visits of the HARP people very
much. I did not have many tasks for them, but was
very pleased for their cheerful company and often
good advice.

Very happy with the HARP service. Staff very nice
and pleasant.
Thanking everyone involved.
I think the staff who work with you are very polite and
there to help us. Nothing seems too much and are so
understanding.
Well satisfied.
My mother-in-law has had support from the HARP
team and we have been most impressed with the
service which has been provided. Punctuality,
kindness, care, respect and consideration for her has
been superb.
No complaints.
Health and Social Care
I would like to thank the Social Worker for all her help
and support.
Compliment form completed and received from
daughter in law for the help and support provided from
Social Worker.
ES thanked AH for all her help and support. A card
and chocolates were received.
AH received a hand painted picture from Mr B
thanking her for helping with the VSH application.
Email received to Social Worker thanking him for
helping to sort things out.
Email sent to Social Worker "You have not only been
the best Social Worker I have ever had the pleasure of
working with, but also that you have been a tower of
emotional and physical support. I will never forget
your help, kindness and guidance. It knows no limit".
Card sent to Social Worker thanking her for all her
efforts.
Received compliment - could not praise the Social
Worker enough for all the support given - they felt
supported and listened to.
Card received thanking social worker and colleagues
for their work.
Card and flowers received thanking social worker for
her support she has given the family stating “they
were blessed to have F… as their dad’s social worker,
helping and supporting them with difficult decisions
and she was there for them from the beginning to end.
Christmas Card received from daughter, thanking
social worker for her help.
Mental Health Outreach Thanked the team for the continued support delivered
Team (Ryefields)
to her sister.
Thank you card sent to team for continued help and
support.

Therapy Services

Children and Young
People
Adoption Team

COPE
Early Help

LAC Team 1

Plant and card sent to team for kindness, good hard
work, dedication and understanding.
Small gifts and card sent to all team members to thank
staff for their support.
Box of chocolates and card delivered to office to thank
staff for support.
Thank you for letting me have the green chair to try
out; and for showing G.... how to get me back into
bed. The support of the staff is very much
appreciated.
We recently adopted a beautiful baby boy and cannot
thank the social workers enough for supporting us
emotionally and showing empathy throughout the
process.
The one social worker was on the
rollercoaster journey with us and if it had not been for
her support, professionalism and guidance I do not
think we would be where we are now. There is not a
day that has passed where all three of us have not
laughed and smiled.
WP has had another compliment on the positive
impact that the Turnabout Intervention is having on
pupils' learning and engagement.
I would like to compliment some outstanding work that
Strengthening Families workers have completed. LB
was allocated the case to undertake some direct work
with father around his experiences of being a victim of
domestic violence. It was clear at the point of the
referral that there was very little research and support
for male victims. However, LB worked hard to compile
a good programme to work with father to support him
to rebuild his confidence. In addition, to the direct
work with father, L also supported father in meetings,
and offered him on going telephone support to build
his self-esteem.
The mother of the children shared with me that she is
particularly grateful for the work that the worker has
completed with the family, She shared that she is
"absolutely wonderful" and stated that she does not
know what she would have done without her. One of
the children also shared that "the worker is a very kind
lady; she is funny and always makes us smile".
Another child shared that she appreciates the hard
work the worker is completing to get them into a new
home.
WJ was the previous social worker and the carer
stated they were very pleased with WJ's approach,
communication and practice. They feel he is able to

represent Wolverhampton in a positive light and stated
he went over and beyond to advocate on behalf of the
child and achieve the best outcome.
LAC Team 2
Ms C….. wanted to share with us how supported she
felt by the social worker (SL) and how well she worked
with her and her family. Ms C….. said "SL". She also
stated she felt SL cared and listened to her and that
she always had time for her no matter how small her
query was.
LAC Team 3
Social Worker (SL) is absolutely fantastic and has an
excellent relationship with the children and takes a
keen interest in their needs.
Leaving
Care/Transitions Social Worker has completed a very in-depth risk
Team 1
assessment as requested at the child's review. She
has obviously worked very hard to complete the
assessment and has used a variety of tools and
methods. The way in which she has recorded her
sessions with the children is exceptional, having been
recorded exactly as the children would have spoken;
this really brings the voice of the children into the
assessment and places them at the centre of it. I am
extremely impressed with the quality of the
assessment, particularly given that T…. is a newly
qualified worker and will not have a great deal of
experience in completing risk assessments. I look
forward very much to working with her in the future.
MASH
Many thanks for the information and quick response.
Social Work Unit 1
Judge praising excellent social work that CH
presented.
Social Worker praised for her social care planning on
this case, which enabled matters to be brought to a
swift conclusion.
Social Work Unit 6
We would just like to say a big thank for everything
you have done for us. You gave us a chance and you
took the time to listen and be here for our family.
I just wanted to thank you for helping us throughout
the year with what happened surprisingly just over a
year ago.
You have helped us move forward to the next chapter
of our lives, and helped me change my life for the
best.
Wolverhampton Children’s At final contact with their son they thanked supervisor
Contact Centre
on his behalf for her support over the two years they
had been attending the Centre.
Thanked supervisor for her support to the Social Work
Team in the arrangements for a LAC child's
Christening in the Community.
Compliment from our Legal Dept thanking Contact
Worker for her contact recording - very

Youth Offending Team

comprehensive and one of the best recordings she
had seen. Wonderfully observed.
Completed Professionals Questionnaire rating all
services as 'very good' during her first visit to the
Centre.
I found the staff are really friendly and welcoming.
Found the Centre comfortable - my daughter loves the
ball pit room and outside areas. Staff very friendly.
Small child filling in questionnaire said "I like
everything at the Centre".
At final contact, parents thanked our two supervisors
for their support and help during their contact
sessions.
Parents thanked our supervisor for doing baby "hand
and footprints" with them during their contact session very grateful.
Young person came to panel last night for his final
review. Presented so much more positive than when
he first came into panel. Statement from him to panel
was "KW has made me think of my behaviour and
understanding the consequences of knife carrying.
This has been positive for me".

