
Select a quarter:

LGSCO Enquiries

HO Enquiries

Select a service: Select a year:

6

9

41

40

Stage 1 complaints received by quarter

0

5

10

15

N
um

be
r o

f c
om

pl
ai

nt
s

Q1 Q2 Q3 Q4

15

9

6

11

13

11
10

6

41
Stage 1 complaints 

received
Stage 1 complaints upheld 

(council is at fault)

6
Stage 1 complaints not 
upheld (council is not at 

fault)

14

2021/2022 2022/2023 2023/2024

In comparison to 2021/2022 an increase has 
been seen in the number of stage 1 
complaints received

Difference:		  1

Customer Feedback Dashboard

Not in breach

In breach
2021/2022

2022/2023

2022/2023 2021/2022

Stage 1 Complaints

Stage 1 complaints - Breakdown by service area

0

5

10

N
um

be
r o

f c
om

pl
ai

nt
s

Adoption@Heart

CAT (C
hild Asse

ssm
ent Te

am)

Children's V
illa

ge 8

Court T
eam

CYPiC Te
am

DC&YP Te
am

Early 
Interve

ntion

Eastfi
eld and Bilst

on 1&2

Graisle
y a

nd Bingley 3
&4

Low Hill 7
MASH

SEN Early 
Identific

ation and Support
SEND

Upper P
endeford Farm

2 2
1 1

7 7

2
1

3

1 1 1

11

1

Stage 1 complaints - breakdown by directorate

0 5 10
Number of requests

Se
rv

ic
e 

G
ro

up
 (g

ro
up

s)

Children and Young …

Inclusion and Empow…

Strengthening Families

Adoption@Heart

Specialist Support

14

12

12

2

1

Stage 2 Complaints

6
Stage 2 complaints 

received
Stage 2 complaints upheld 

(council is at fault)

1
Stage 2 complaints not 
upheld (council is not at 

fault)

0

2
Corporate complaints 

procedure

In comparison to 2021/2022 a decrease has 
been seen in the number of stage 2 
complaints received

Difference:		  -3

2022/2023

5
Stage 2 complaints part 

upheld (council is partly at 
fault)

2021/2022

Adults Children's Corporate Public Health

21
Stage 1 complaints part 

upheld (council is partly at 
fault)

Stage 1 complaints - received method

33 (80.49%)

6 (14.63%)

2 (4.88%)

Email

Webform

Letter

Telephone

29

12

Stage 1 complaints - Category of complaint

0

5

10

15

20

N
um

be
r o

f c
om

pl
ai

nt
s

Quality of Service Delay in
Service/Resource

Conduct/Attitude Failure in service Breach of Confidentiality Disagree with
Assessment

Disagree with
Policy/Criteria

Communication/Info

15

8 7

4
2 2 2 1

Stage 2 complaints received by quarter

0

2

4

N
um

be
r o

f c
om

pl
ai

nt
s

Q1 Q2 Q3 Q4

2

1

3

0

1

5

0

3

2022/2023 2021/2022

Compliments received

90

Informal complaints received

91

Compliments, Informal Complaints and Stage 3 Complaints

Comparison to previous year

16

8

2022/2023

2021/2022

In comparison to 2021/2022 an increase has been seen in the number of HO 
enquiries.

Difference:	 8

Customer Feedback team has also received 26 initial HO enquiries for 
2022/2023.

10

10
Difference:	 0

2022/2023

2021/2022

Customer Feedback team has also received 27 initial LGSCO enquiries for 
2022/2023.

In comparison to 2021/2022 no change has been seen in the number of 
LGSCO enquiries.

22
Average response days 

(calendar days)

Average response days 
(working days)

14

Q1 Q2 Q3 Q4

In comparison to 2021/2022 no change 
has been seen in the number of stage 3 
complaints received.

Difference:		  0

2022/2023

2021/2022

Not Recorded

Corporate complaints procedure

Statutory complaints procedure

Complaints received

Complaints received

(63.41%)

(36.59%)

26

15

26 (63.41 %) stage 1 complaints were 
responded to within timescale. (Target 95%).

Statutory complaints 
procedure

4

Comparison to previous year

0
Corporate complaints 

procedure

Statutory complaints 
procedure

0

Stage 3 complaints received



Select a quarter:

LGSCO Enquiries

HO Enquiries

Select a service: Select a year:

1

25

34

Stage 1 complaints received by quarter

0

5

10

N
um

be
r o

f c
om

pl
ai

nt
s

Q1 Q2 Q3 Q4

7

4

6

8

6

11

8
9

25
Stage 1 complaints 

received
Stage 1 complaints upheld 

(council is at fault)

7
Stage 1 complaints not 
upheld (council is not at 

fault)

9

2021/2022 2022/2023 2023/2024

In comparison to 2021/2022 a decrease has 
been seen in the number of stage 1 
complaints received

Difference:		  -9

Customer Feedback Dashboard

Not in breach

In breach
2021/2022

2022/2023

2022/2023 2021/2022

Stage 1 Complaints

Stage 1 complaints - Breakdown by service area

0

1

2

3

4

N
um

be
r o

f c
om

pl
ai

nt
s

Aldergrove Mano…

Atholl H
ouse Nursin

g Ho…

Carer and Community 
Support

CM Community 
Care- C

ommiss
io…

Community 
OT Te

am

Creative
 Support -

 Commiss
ioned …

East L
ocality

 Te
am

Hospital Socia
l W

ork T
eam

Independent Livin
g Servic

e Te
am

Mancro
ft C

are Home- C
ommiss

io…
MASH

North Locality
 Te

am

Orch
ard House Nursin

g Home - C
…

Prim
rose Hill N

ursin
g Home - C

om…

Welfare Rights

West L
ocality

 Te
am

Wrottesle
y P

ark C
ar H

ome - C
om…

3

1 1 1 1 1

4

1 1 1 1

2

1 1 1

3

1

Stage 1 complaints - breakdown by directorate

0 5 10
Number of requests

Se
rv

ic
e 

G
ro

up
 (g

ro
up

s)

Commissioned Servic…

Adults and Communit…

Adult Services and H…

Mental Health

Community Financial …

10

8

4

2

1

Stage 2 Complaints

0
Stage 2 complaints 

received
Stage 2 complaints upheld 

(council is at fault)

0
Stage 2 complaints not 
upheld (council is not at 

fault)

0

0
Corporate complaints 

procedure

In comparison to 2021/2022 a decrease has 
been seen in the number of stage 2 
complaints received

Difference:		  -1

2022/2023

0
Stage 2 complaints part 

upheld (council is partly at 
fault)

2021/2022

Adults Children's Corporate Public Health

9
Stage 1 complaints part 

upheld (council is partly at 
fault)

Stage 1 complaints - received method

20 (80%)

2 (8%)

2 (8%)
1 (4%)

Email

Webform

Letter

Telephone

1

24

Stage 1 complaints - Category of complaint

0

5

10

15

20

N
um

be
r o

f c
om

pl
ai

nt
s

Quality of Service Conduct/Attitude Communication/Info Delay in Service/Resource Disagree with Assessment Disagree with Policy/Criteria

15

3
2 2 2 1

Stage 2 complaints received by quarter

0

1

N
um

be
r o

f c
om

pl
ai

nt
s

Q1 Q2 Q3 Q4

0 0 0 00

1

0 0

2022/2023 2021/2022

Compliments received

472

Informal complaints received

72

Compliments and Informal Complaints

Comparison to previous year

16

8

2022/2023

2021/2022

In comparison to 2021/2022 an increase has been seen in the number of HO 
enquiries.

Difference:	 8

Customer Feedback team has also received 26 initial HO enquiries for 
2022/2023.

10

10
Difference:	 0

2022/2023

2021/2022

Customer Feedback team has also received 27 initial LGSCO enquiries for 
2022/2023.

In comparison to 2021/2022 no change has been seen in the number of 
LGSCO enquiries.

54
Average response days 

(calendar days)

Average response days 
(working days)

16

Q1 Q2 Q3 Q4

In comparison to 2021/2022 no change 
has been seen in the number of stage 3 
complaints received.

Difference:		  0

2022/2023

2021/2022

Not Recorded

Corporate complaints procedure

Statutory complaints procedure

Complaints received

Complaints received

14 (56%)

(44%)
11

14 (56.00 %) stage 1 complaints were 
responded to within timescale. (Target 95%).

Statutory complaints 
procedure

0

Comparison to previous year

0
Corporate complaints 

procedure

Statutory complaints 
procedure

0

Stage 3 complaints received



Select a quarter:

LGSCO Enquiries

HO Enquiries

Select a service: Select a year:

1

Stage 1 complaints received by quarter

0

1

N
um

be
r o

f c
om

pl
ai

nt
s

Q1 Q2 Q3 Q4

1

0 0 00 0 0 0

1
Stage 1 complaints 

received
Stage 1 complaints upheld 

(council is at fault)

0
Stage 1 complaints not 
upheld (council is not at 

fault)

0

2021/2022 2022/2023 2023/2024

In comparison to 2021/2022 an increase has 
been seen in the number of stage 1 
complaints received

Difference:		  1

Customer Feedback Dashboard

Not in breach

In breach
2021/2022

2022/2023

2022/2023 2021/2022

Stage 1 Complaints

Stage 1 complaints - Breakdown by service area

0.0

0.5

1.0

N
um

be
r o

f c
om

pl
ai

nt
s

WV Active Leisure

1

Stage 1 complaints - breakdown by directorate

0 1
Number of requests

Se
rv

ic
e 

G
ro

up
 (g

ro
up

s)

Public Health 1

Stage 2 Complaints

0
Stage 2 complaints 

received
Stage 2 complaints upheld 

(council is at fault)

0
Stage 2 complaints not 
upheld (council is not at 

fault)

0

0
Corporate complaints 

procedure

In comparison to 2021/2022 no change has 
been seen in the number of stage 2 
complaints received

Difference:		  0

2022/2023

0
Stage 2 complaints part 

upheld (council is partly at 
fault)

2021/2022

Adults Children's Corporate Public Health

1
Stage 1 complaints part 

upheld (council is partly at 
fault)

Stage 1 complaints - received method

1 (100%)

Email

Webform

Letter

Telephone

1

0

Stage 1 complaints - Category of complaint

0.0

0.5

1.0

N
um

be
r o

f c
om

pl
ai

nt
s

Delay in Service/Resource

1

Stage 2 complaints received by quarter

0.0

0.5

1.0

N
um

be
r o

f c
om

pl
ai

nt
s

Q1 Q2 Q3 Q4

0 0 0 00 0 0 0

2022/2023 2021/2022

Compliments received

1

Informal complaints received

4

Compliments and Informal Complaints

Comparison to previous year

16

8

2022/2023

2021/2022

In comparison to 2021/2022 an increase has been seen in the number of HO 
enquiries.

Difference:	 8

Customer Feedback team has also received 26 initial HO enquiries for 
2022/2023.

10

10
Difference:	 0

2022/2023

2021/2022

Customer Feedback team has also received 27 initial LGSCO enquiries for 
2022/2023.

In comparison to 2021/2022 no change has been seen in the number of 
LGSCO enquiries.

21
Average response days 

(calendar days)

Average response days 
(working days)

0

Q1 Q2 Q3 Q4

In comparison to 2021/2022 no change 
has been seen in the number of stage 3 
complaints received.

Difference:		  0

2022/2023

2021/2022

Not Recorded

Corporate complaints procedure

Statutory complaints procedure

Complaints received

Complaints received

1 (100%)

1 (100.00 %) stage 1 complaints were 
responded to within timescale. (Target 95%).

Statutory complaints 
procedure

0

Comparison to previous year

0
Corporate complaints 

procedure

Statutory complaints 
procedure

0

Stage 3 complaints received



Select a quarter:

LGSCO Enquiries

HO Enquiries

Select a service: Select a year:

14

18

90

114

Stage 1 complaints received by quarter

0

10

20

30

N
um

be
r o

f c
om

pl
ai

nt
s

Q1 Q2 Q3 Q4

29

24

15

22

29
32

27 26

90
Stage 1 complaints 

received
Stage 1 complaints upheld 

(council is at fault)

18
Stage 1 complaints not 
upheld (council is not at 

fault)

53

2021/2022 2022/2023 2023/2024

In comparison to 2021/2022 a decrease has 
been seen in the number of stage 1 
complaints received

Difference:		  -24

Customer Feedback Dashboard

Not in breach

In breach
2021/2022

2022/2023

2022/2023 2021/2022

Stage 1 Complaints

Stage 1 complaints - Breakdown by service area

0

10

20

N
um

be
r o

f c
om

pl
ai

nt
s

Arboricu
lture

Asse
t M

anagement

Custo
mer S

ervic
es

Enviro
nmental H

ealth, Trading Sta…

Enviro
nmental Protectio

n
Esta

tes

Facilit
ies M

anagement

Highways 
Operations

Insurance

Legal Servic
es

Lice
nsin

g

Marke
t S

ervic
e

Planning

Priva
te Secto

r H
ousin

g and Housi…

Registr
ars

Revenues a
nd Benefits

Street Lighting

Trading Standards

Visit
or E

conomy

Waste
 Management

11

1 2 1

8

1
3 2 1 1

11

3
5

2 3

21

1 1 1

11

Stage 1 complaints - breakdown by directorate

0 20 40
Number of requests

Se
rv

ic
e 

G
ro

up
 (g

ro
up

s)

City Housing and Env…

Finance

City Assets

Regeneration

Strategy

Communications and …

Governance

51

22

5

5

5

1

1

Stage 2 Complaints

14
Stage 2 complaints 

received
Stage 2 complaints upheld 

(council is at fault)

2
Stage 2 complaints not 
upheld (council is not at 

fault)

6

0
Corporate complaints 

procedure

In comparison to 2021/2022 a decrease has 
been seen in the number of stage 2 
complaints received

Difference:		  -4

2022/2023

6
Stage 2 complaints part 

upheld (council is partly at 
fault)

2021/2022

Adults Children's Corporate Public Health

19
Stage 1 complaints part 

upheld (council is partly at 
fault)

Stage 1 complaints - received method

69 (76.67%)

8 (8.89%)

8 (8.89%)
5 (5.56%)

Email

Webform

Letter

Telephone

0

0

Stage 1 complaints - Category of complaint

0

5

10

15

20

N
um

be
r o

f c
om

pl
ai

nt
s

(1) Dissatisfaction Council
policies

(4) Delays in responding, or
administrative

(6) Failure to achieve standards
/ quality

(3) Conduct individual
employees

(5) Failure to provide service (2) Failure to consider relevant
matters

18 18 17
15

12
10

Stage 2 complaints received by quarter

0

2

4

6

N
um

be
r o

f c
om

pl
ai

nt
s

Q1 Q2 Q3 Q4

3 3

5

3

5 5

7

1

2022/2023 2021/2022

Compliments received

132

Service requests received

1279

Compliments, Service Requests, HO and LGSCO Enquiries

Comparison to previous year

16

8

2022/2023

2021/2022

In comparison to 2021/2022 an increase has been seen in the number of HO 
enquiries.

Difference:	 8

Customer Feedback team has also received 26 initial HO enquiries for 
2022/2023.

10

10
Difference:	 0

2022/2023

2021/2022

Customer Feedback team has also received 27 initial LGSCO enquiries for 
2022/2023.

In comparison to 2021/2022 no change has been seen in the number of 
LGSCO enquiries.

0
Average response days 

(calendar days)

Average response days 
(working days)

0

Q1 Q2 Q3 Q4

In comparison to 2021/2022 no change 
has been seen in the number of stage 3 
complaints received.

Difference:		  0

2022/2023

2021/2022

Not Recorded

Corporate complaints procedure

Statutory complaints procedure

Complaints received

Complaints received

(92.22%)

7 (7.78%)

83

16

83 (92.22 %) stage 1 complaints were 
responded to within timescale. (Target 95%).

Average response
days for stage 1

complaints

Statutory complaints 
procedure

0

Comparison to previous year

0
Corporate complaints 

procedure

Statutory complaints 
procedure

0

Stage 3 complaints received



Complaint details Ombudsman Outcome/Requirement Lessons/Action  
Timeframe

Adult Services Mental Health Team 
received one complaint in relation to 
service and support received in 
supporting living accommodation and 
interruptions to schedule causing stress 
and anxiety

Outcome upheld, fault and injustice;
• Provide a written apology to complainant 

which acknowledges the quality of support 
received due to staff absence was not to 
standard. 

• Pay £300 to acknowledge the impact on the 
support received

• Apology sent to complainant
• Payment of £300 issued to 

complainant

Note: Staff absences were due to Covid 
19 impact and staff isolating in 
accordance with national guidelines

Adult Services and Health 
Partnership and Commissioned 
Services received one complaint in 
relation to respite care received by care 
home

Outcome not upheld, no maladministration; N/A

Finance received one complaint in 
relation to tenants’ applications for 
housing benefit

Outcome upheld, fault and injustice; 
• Appeals to be passed to Tribunal without 

delay (within 4wks)

• Appeals staff informed of implications
• Appeals to be submitted within four 

weeks
• Direction from the Tribunal should be 

requested if we considered that 
further evidence was required



Complaint details Ombudsman Outcome/Requirement Lessons/Action  
Timeframe

City Housing and Environment
received one complaint in relation 
to council's delays in dealing with 
private hire vehicle driver's licence

Outcome upheld: no further action; LGSCO 
has confirmed that the council had already 
remedied –
• No investigation by LGSCO

• Timescales for replying to licencing 
application reviewed by the service to ensure 
further delays not incurred

Children’s Services received one 
complaint in relation to failure to 
issue an amended Education 
Health and Care plan within the 
required time limit; 

LGSCO satisfied with how the 
service shares amended EHC plans 
following tribunal

Outcome, upheld, fault and injustice;
• Apologise to complainant for delays and 

poor communication
• Review how the service monitors and 

arranges social care assessments for 
disabled children to ensure it completes 
these within a reasonable period of time.

• Pay £250 to recognise the delays 

• Service reviewed the arrangement of social 
care assessment for disabled children

• Apology and payment of £250 issued to 
complainant

Adult Services received one 
complaint in relation to 
safeguarding enquiry at care 
home/care provider

Outcome upheld fault and injustice;
• the Council will remind the care provider 

about the importance of raising 
safeguarding alerts immediately and 
keeping a record of safeguarding referrals

• Commissioning Team contacted the Provider 
who has confirmed that they will adhere to 
Safeguarding Policies and Procedures and 
raising safeguarding alerts immediately 
whilst keeping relevant record of all 
safeguarding referrals. The Provider will 
continue to liaise with Quality Assurance 
Lead in the Commissioning Team at the 
Council



Complaint details Ombudsman Outcome/Requirement Lessons/Action  
Timeframe

Wton Homes/City Housing and 
Environment received one complaint 
in relation to fault in its handling of an 
application to its housing allocations 
scheme, how it determined the priority 
banding on the scheme and how it has 
considered bids for properties

Outcome upheld, fault and injustice;
• Provide a letter of apology to the complainant 

for the delay found in forwarding the request 
for a review of the council’s decision on the 
medical priority

• Apology letter issued to the 
complainant in relation to the delays 
established in requesting a review of 
the decision 

Children’s Services/Third party 
provider/agency received one 
complaint in relation to how the Council 
and its Agency dealt with his request for 
information and council/agency’s 
complaint handling process and 
communication

Outcome upheld, fault and injustice;
• Provide a letter of apology again in writing to 

the complainant for the distress caused by 
the delays and poor handling of their 
complaint

• Apology letter issued to the 
complainant for the distress caused 
by the delays and poor handling of 
complaint



Complaint details Ombudsman Outcome/Requirement Lessons/Action  
Timeframe

City Housing and 
Environment received 
one complaint in relation 
how the council has 
managed noise complaint 
and about the Council’s 
poor responses

Outcome upheld, fault and injustice;
• Provide a letter of apology to the complainant for the 

initial delay in dealing with her noise enquiry and lack 
of communication

• Pay £150 to acknowledge the unnecessary time and 
trouble spent contacting the Council for a response

• Apology letter issued to the complainant for the initial delay 
in dealing with the noise enquiry and lack of 
communication 

• Payment of £150 issued to the complainant for the time 
and trouble spend contacting the Council for a response

Children’s Services
received one complaint 
about how the Council 
dealt with Education, 
Health and Care needs 
assessment and plan and 
about how the Council 
dealt with a carer
assessment application

Outcome upheld, fault and injustice;
• Provide a letter of apology again to the complainant  in 

recognition of the injustice caused by its delays in 
dealing with EHC needs assessment and with issuing 
final EHC Plan

• Pay £500 in recognition of the loss of some provision 
as contained in the final EHC Plan due to the Council’s 
delays and pay £250 to acknowledge the distress and 
avoidable time and trouble caused for chasing updates 
with the final EHC Plan

• Carry out training or other means remind staff of the 
importance of adhering to the Council’s complaint 
procedure / timescales at stage one of the complaints 
procedure

• Produce an action plan to demonstrate how the 
Council will meet statutory timescales for EHC needs 
assessments and EHC Plans

• Apology letter issued to the complainant for delays in 
dealing with EHC needs assessment and issuing the final 
EHC plan

• Payment of £500 issued to complainant for loss of 
provision contained in the EHC Plan and £250 to 
acknowledge distress and time, trouble caused for chasing 
updates for the final EHC Plan

• Officers reminded to carry out online children’s and 
corporate complaint training via learning hub

• Council has completed work relating to a Written Statement 
of Action; compliance is now at 70% for 2023 (above 
national average when compared to 2022) and our average 
compliance for the last 3 months is 83%. This is monitored 
every week with officers as business as usual
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