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“Building a borough for everyone — where residents and
businesses grow, with opportunities for all”

Our vision is underpinned by six priorities:
Healthy, skilled and independent residents
Growing economy, affordable housing
Safe and vibrant communities
Attractive and well-connected borough
An excellent customer experience
Well-managed resources delivering value for money
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INTRODUCTION

This annual report covers the period 1 April 2016 — 31 March 2017 and reports
on all compliments and complaints made by or on behalf of customers that are
investigated under the:

e Formal corporate complaints policy.

e Statutory Adults complaints policy.

e Statutory Children’s complaints policy.

It is not a statutory requirement to produce an annual report for formal
corporate complaints, it is for adults and children’s statutory complaints and
this combined report will be published on the council’s website.

The Royal Borough undertakes a huge amount of activity each year and it is

expected that the number of complaints made are small in comparison to the

business volume transacted on a day to day basis. Whilst the exact volumes
made from and to the council is not known, it is known that in 2016-17 the

Royal Borough'’s activity included:

o Customer Services dealing with 250,000 phone calls, 25,000 emails
and 15,000 face to face enquiries and 4,000 customers seeking
Housing Options advice.

o Sending 117,500 bills along with 16,000 reminders for non-payment for
Council Tax and Business rates to 64,000 domestic properties and
4800 businesses.

o Processing 57,000 items for 7,200 residents in receipt of Housing

Benefit or Council Tax Support.

Assessing 781 people requiring help with care costs.

Emptying 3 million bins

3 million car park visits and issuing 27,000 car parking tickets

Responding to 3,453 Environmental protection requests including 683

noise complaints.

Receiving 3,000 contacts to MASH for Children Services

o Supporting children and 66 schools including administering the schools
admission and appeals and school transport process.

o 115 children were in care at any one time and 120 children were on a
child protection plan.

o Having 754,658 physical visits and 305,976 virtual visits to libraries
where 728,063 books and 45,631 Audio-visual were loaned and 43,553
requests for specific items were sourced.

o Working with 62 schools and 9 children centres to promote literacy and
reading for pleasure.

. Supporting arts through two art centres, and providing historic
information through the museum to 70,000 contacts.

o 300 reports by the community wardens and undertaking 49 community
speed watches.

o Around 1,700 adults were receiving long term care and support, 156

people went into long term care, 78 into residential care and 91 into
nursing care working with 46 care homes, 15 nursing homes and two
day centres.

o 484 Deprivation of Liberty Safeguards assessments received and 1,800
safeguarding concerns and enquiries were investigated.
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7625 weddings were conducted with 1036 notices of marriage taken
423 people attended citizenship ceremonies.

850 deaths and 530 births were registered.

3,500 planning applications were considered and 650 planning
enforcement breaches were investigated.

Complaints are a vital part of the councils overall approach to quality
assurance giving valuable feedback on the way in which services are
delivered and learning from complaints is important.

The report details the number of compliments and complaints received, the
themes of complaints, the council’s performance as a whole and by directorate
in responding and handling these and how changes have been made to
services as a result.

The report has been organised across a number of sections. Section two of
the paper provides an overview of the complaints process and procedure as it
currently operates. Section three provides an overview of the national policy
and legislative context that governs how local authorities manage this area of
work. The next section provide and overview of the council’s performance of
the number of compliments and complaints received in respect of handling,
responding, resolving and learning from these. This final sections detail
directorate performance and the appendices provides further information.
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ROYAL BOROUGH COMPLAINTS PROCESS AND PROCEDURES

Complaints made about the Council’s services are dealt with under the formal
corporate complaints policy. In practice, these are generally focused on
services delivered within Corporate and Communities directorate and
Operations and Customer directorate because complaints made about adult
and children’s services are, in the main, dealt with under statutory legislation.

The purpose of any complaints procedure is to ensure that every opportunity
for resolution is sought through dialogue or local resolution but where it cannot
be agreed; there is an escalation or review process that allows a further
mechanism of resolution where appropriate. The exception to this is the
statutory adult social care complaints process, which only has one stage.
Regardless of which policy a complaint is investigated under, or the outcome,
the complainant still has the right to refer their complaint on to the Local
Government Ombudsman.

Complaints are made in a number of ways, by email, phone call, letter, face to
face or now by logging the complaint online. All complaints received, along
with comments and compliments, are recorded electronically, allowing a
formal record to enable the monitoring of workflow. This information is used to
produce data on the number, types and themes of compliments and
complaints and lessons learned.

The Royal Borough’s complaints policies are intended for use by service
users, customers, residents, businesses and visitors or their chosen
representatives, which may include Councillors. Complaints are recorded by
directorate, service, theme and postal address.

An important facet of the complaints process is the independence of the
complaints team, which for the reporting period 2016-17 sat within Customer
Services. Independence from services ensures there are no conflict of
interest and enables impartial challenges to be made. The complaints team
will meet with complainants at any point in the complaints process.

In October 2016 the formal corporate complaints policy and procedure was
reviewed and changed to clearly define what a complaint is and to exclude
where there is an alternative route that should be used for dispute resolution
or appeal (parking, planning, school admissions) and where we treat a
concern as business as usual in the first instance (for example, refuse
collection).

The grounds for escalation seeking a review and the number of stages within
the process were reduced from three to two stages.

Process April — October 2016

e Stage 1: investigation by Team Manager within 10 working days.

e Stage 2: investigation by Head of Service within 10 working days.

e Stage 3: investigation by Managing Director within 10 working days

Process October 2016 — March 2017
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e Stage 1: the complaint: investigation by Head of Service within 10 working
days

e Stage 2: the review: investigation by Executive Director within 20 working
days

As a result of the change in stages midway through 2016-17, the information
contained in this report covers complaints under both the old and the new
formal corporate complaints procedure and policy. Stage 3 no longer exists
for formal corporate complaints. There has been no change to the statutory
Adult and Children’s policies.

The Local Government Ombudsman

Regardless of the procedure being followed, once the council’s policies have
been exhausted, the complainant can ask for their complaint to be
investigated by the Local Government Ombudsman.

Although customers can refer complaints to the Local Government
Ombudsman at any stage, the Ombudsman will not normally investigate until
the council have exhausted their complaints procedure.

Quality assurance

The complaints team carry out sample quality assurance checks of Stage 1
complaint responses to ensure the language and terminology used is easy to
understand. This is essential if the complaint is from a child, young person or
someone with specific needs. The findings, including key themes and
recommendations, are shared with managers.

Lessons learned and recommendations are captured for continual
improvement and often one to one training/advice/meetings are held with staff
to offer support and guidance on how best to resolve a complaint raised.

Demographic information

In order to identify whether all sections of the community are accessing the
complaints process, work will be undertaken in 2017-18 to gather and use
demographic data, such as race, gender and disability. Providing this data will,
however, remain optional, with complainants not being obligated to provide
this should they choose not to. Appendix A shows insight via three heat maps
of where complaints have been made by postcode.

Effective complaints management is crucial to allow confidence on the part of
complainants to submit complaints with the understanding that the council will
take these seriously and respond. Staff will support the complaint processes
therefore putting residents first. The council will continue to improve the
transparency and efficiency of the complaints process. The online contact
platform gives both complainants and officers the ability to track complaints in
real time. Information is known on what is being complained about as well as
the progress of complaints by a number of different criteria.

A quarterly report will be presented to senior and departmental management
teams to compare performance across the year and monitor lessons learned
and new learning points.
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NATIONAL AND LEGISLATIVE CONTEXT

Formal corporate complaints

The council’s formal corporate complaints policy is discretionary and has been
developed based on the Local Government Ombudsman’s guidance ‘Running
a complaints system - Guidance on good practice’

Adult services

The council has a statutory duty, under the NHS and Community Care Act
1990, to have in place a complaints procedure for Adult Social Care services
and is required to publish an annual report relating to the operations of its
complaints procedures.

The Local Authority Social Services and NHS Complaints (England)

Regulations 2009 introduced a single approach for dealing with complaints for

both the NHS and Adult Social Care, the key principles of which are:

e Listening - establishing the facts and the required outcome

e Responding - investigate and make a reasoned decision based on the
facts/information

e Improving - using complaints data to improve services and influence/inform
the commissioning and business planning process.

Children’s services

The statutory Children’s Services complaints process changed in September
2006 following new regulations and guidance, ‘Getting the Best from
Complaints’. The guidance emphasises that “vulnerable children and young
people must get the help they need, when they need it, however large or small
their complaint”. The scope of what can be complained about was also
expanded and prospective adopters and foster carers are included as
‘qualifying individuals’ who can complain under the social care process.

Qualifying individuals are defined in national guidance as the child or young
person, their parent, carer or foster carer or ‘anyone who could be seen to be
acting in the best interests of the child.’

Under the regulations, the council is required to produce and publish an
annual report.

SUMMARY OF COMPLAINTS ACTIVITY, QUALITY ASSURANCE AND
LEARNING

Many factors affect the level or number of complaints received, such as
customer satisfaction, access to and awareness of the complaints process; the
extent of promotional activity to raise awareness; outreach work and so on.
Therefore a high level of complaints cannot be simply interpreted as negative,
nor conversely does a low level of complaints necessarily reflect a strong
service area and high satisfaction.
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The council is a unitary authority delivering all services to residents; in addition
there are around 7,000 visitors a year to the borough. There are many
interactions across the council by phone, email, digital contact, letter and face
to face for example the customer service centre alone received 251,377 calls
during 2016-17 which averaged 1,000 calls, and 100-150 digital contacts a
day. In addition services are delivered directly to residents by team services
where direct contact is made, refer to 1.2.

Complaints activity

In 2016-17, the complaints team received 1,089 contacts from residents and
visitors. 804 were accepted as complaints but two did not progress to
investigation, so the analysis for 2016-17 is based on 802 complaints,
representing an increase of 35% on 2015-16.

One reason for the increase is likely to be as a result of improved recording of
complaints with all complaints sent to the complaints team for recording,
liaising and monitoring with a view for improving services. In addition there is
a greater awareness of the complaints process and ease of access.

Of the 802 complaints received, 62 were withdrawn after the investigation
started either because further information was requested but not received or
because the customer no longer wished to complaint. All but 100 of these
complaints were dealt with under the formal corporate complaints process,
compared with 460 in the previous year.

Of the 702, 527 were in Operations and Customer Services, primarily in
relation to waste and recycling, parking enforcement, customer services and
council tax and benefits and 175 in Corporate and Community Services,
primarily in relation to planning, planning enforcement and trees. For both
directorates, this reflects an increase in activity on the previous year, 320 and
140 respectively.

The remaining 100 complaints were dealt with under the statutory complaints
procedures for adults, 42, and for children, 58. In both service areas, the
number of complaints has reduced from the previous year, from 44 and 88
respectively.

The top five themes of all complaints, totalling 65% of complaints received
remain the same as 2015-16, namely:
e Situation handled incorrectly.

e Services delivered at a lower standard than in our policy.
e Attitude or behaviour of staff.

e Unhappy with the decision made.

e Lack of action — did not do what we said we would.

Despite the overall increase in the number of complaints received, 2016-17
saw a more timely response to complaints in timescale, the new online system
may have attributed to this. In 2015-16, just under half of the complaints were
responded to in timescale; in 2016-17, this rose to 63%. The improvement
was most notable in the Operations and Customer Services directorate where
there was a 97% improvement in responsiveness.
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55% of all complaints in 2016-17 were either fully or partially upheld compared
to 38% in 2015-16. This may be due to the introduction of the ‘partially upheld’
category in 2016-17 to capture if any element of a complaint is upheld rather
than a flat not upheld or upheld.

Themes

Themes of complaints are captured to allow comparisons and improvements

to be made. Table 1 compares themes of complaints received in 2015-16 and

2016-17 and the percentage that each theme equates to each year, and the

overall percentage change. In 2016-17 the top five themes were the same five

as 2015-16 with the greatest theme being ‘situation handled incorrectly
increasing by 7% from 11% in 2015-16 to 18%. Examples of this theme are:

e Corporate and communities: non-determination of a planning application —
upheld in terms of delay but not in terms of communication from the
planning team.

e Corporate and communities: residents were assured that planned
roadworks by a utilities company would not affect access to their properties
by residents or by refuse collectors. This did not happen and access was
intermittent over a period of five weeks.

e Operations and customer services: Car park coin change machine not
working. Sainsbury’s, said they're not responsible, but that the machine
had been out of service for some time. Each time they had put a notice on
the machine that it was out of order, the notice was taken off.

e Adult: poor handover for a resident moving to a different local authority,
resulting in a delay of services received.

e Children’s: poor communication following a child protection enquiry and a
delay in restarting contact.

The second highest theme was ‘services delivered at a lower standard than
published’; this has been reduced by 8% to 15% from 23%. Table 2 provides
the complaint themes received by directorates.

Table 1: Themes of complaints and percentage change

2015-16 2016-17
%
Themes Number | % Number % change
overall
Situation handled incorrectly 65 11 144 18 +7
Services dellvgred ata I_ower 136 23 117 15 8
standard than in our policy
Attitude or behaviour of staff 67 11 89 11 0
Unhappy with the decision 86 14 88 11 3
made
Lack of actlpn — did not do 40 7 84 10 3
what we said we would
Failed to follow timescales 33 6 58 7 +1
Multiple 22 4 58 7 +3
Failed to respond at all 52 9 44 5 -4
Did not follow policy 12 2 32 4 +2
Gave the wrong information 13 2 24 3 +1




2015-16 2016-17
%
Themes Number % Number % change
overall
Falled to take all information 7 1 13 5 1
into account
Inaccurate mf_ormatlon 8 1 13 5 "
recorded on file
Did not answer all questions 5 1 7 1 -
Malice/bias 3 1 7 1 -
Obj_ectlng/ dlsagreeln_g 29 4 v 1 3
against an actual policy
Data protection 7 1 6 1 -
Safeguarding 7 1 5 1 -
Unknown 0 0 5 1 +1
Not kept informed 11 2 1 0 -2
Failed to advise correctly on 1 0 0 0 i
appeal or next steps
Total 597 100 802 100
Table 2: Themes of complaints received by directorate
Themes Adults | Children | Corporate | Operations | Totals
Attitude or behaviour 7 14 3 64 89
of staff
Data protection 0 0 3 3 6
Did nqt answer all 0 0 5
questions
Did not follow policy 2 4 6 20 32
Ealled to follow 1 3 29 32 58
timescales
Failed to respond at all 0 2 20 22 44
Failed to take all
information into 2 2 3 6 13
account
Gave the wrong 2 1 0 21 24
information
Inaccurate mformatlon 0 3 ’ 9 13
recorded on file
Lack of action — did not
do what we said we 3 3 20 58 84
would
Malice/bias 2 2 1 2 7
Multiple (complaints
about more than one 4 8 15 31 58
theme or service)
Not kept informed 1 0 0 0 1
Objecting/ disagreeing
against an actual 0 2 1 4 7
policy
Safeguarding 1 2 0 2 5
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Themes Adults | Children | Corporate | Operations | Totals

Services delivered at a

lower standard than in 6 3 18 90 117

our policy

Sltuatlon handled 4 5 37 98 144

incorrectly

Unhappy with the 5 4 19 60 88

decision made

Unknown 1 0 1 3 5
42 58 175 527 802

Timescales

Each stage of the three individual complaint processes have indicative
response times varying from 10 to 20 working days. It can be extended or
alternative timeframes agreed from the outset with the complainant. 16%
more complaints were responded to within the timeframes agreed compared
to 2015-16, see table 3 for overall response rate and table 4 for response rate
by directorate. In November 2016 senior managers and service managers
underwent training by the Local Government Ombudsman and in December
2016 the online complaints system was launched sending automatic
reminders as deadline dates approach. All these factors are contributing to
the increase in responsiveness.

Table 3: Percentage of all complaints responded to within timescales.

Number of complaints | Number in timescales | % in timescales

2015-16 592 277 47%
2016-17 802 502 63%
Table 4: Response times by directorate

2015-16 2016-17 Improvement

% % %
Corporate and 31 50 61% improvement
Communities in responding to

on time

Operations and 32 63 97% improvement
Customer
Services
Adult 62 71 15% improvement
Children’s 43 62 47% improvement
Decisions

As complaints responses are captured, the decision upheld, partially upheld,
or not upheld is recorded, see table 5. 55% of all complaints received were
either fully or partially upheld with the directorate position ranging from 47% in
Children’s to 61% in Operation and Customer Services. It is essential that
services do not repeat mistakes and make changes as a result from learning
captured and root cause analysis. See table 6 for learning in 2016-17.

Table 5: Outcome of complaints
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Fully | Partially Not | Withdrawn Not yet Not a %
upheld | upheld | upheld concluded | complaint | Partially
under the | or fully
complaints | upheld
policy
Corporate
and 31 42 66 9 15 13 55%
Communities
Operations
and 208 | 111 | 111 | 31 35 30 | 61%
Customer
Services
Adult 10 10 14 5 3 0 48%
Children’s 10 22 8 17 1 0 47%
Totals 259 185 199 62 54* 43 55%

*It should be noted that the ‘not yet concluded’ is likely to mean that the
complaints team are waiting for the response to update the records rather than
the complaint being outstanding.

Local Government Ombudsman

The Local Government Ombudsman received 54 complaints and enquiries

about the Royal Borough in 2016-17, it must be remembered that some of

these complaints would have been dealt with by the council in 2015-16 rather

than 2016-17. 48 decisions have been made by the Ombudsman and these

are:

e 20 were referred back to the Royal Borough as they had not been through
the complaints process

e 3 were deemed ‘incomplete or invalid’ and were not investigated

e 12 were closed after initial enquires where they would have asked the
council for details and evidence.

e 7 were investigated and not upheld, this was the same in 2015-16.

e 6 were investigated and upheld, this was 2 more than 2015-16. See
appendix B, tables 32 and 33 for full details of decisions as per the 2016-
17 Local Government Ombudsman annual letter on cases upheld and not
upheld.

Learning and improvements from complaints

Understanding why complaints are made, establishing root causes, changing
process and delivering training as a result is essential. Listening to customers
and reflecting on examples of where we have not got it right can reveal or
highlight opportunities for improvement and increase satisfaction. The speed
of response is key particularly if the complaint stems from a timeliness related
issue. See table 6 for specific learning by directorate in 2016-17. Even if a
complaint is not upheld there can be learning from that complaint with
improvements arising as a result. The complaints process and the feedback
gained is an integral part of the quality assurance process, which feeds into
the development and monitoring of services. Learning from complaints is
reviewed by services at team meetings.

Effective recording, monitoring and evaluating of complaints enables the
council to also celebrate good practice, and commend positive service delivery
and implementation. Learning from best practice is sought by the local

10




authority and disseminated to other service areas through the complaints
team.

Table 6: Specific learning from complaints

Directorate Actions and learning as a result of complaints made
Corporate and | e An increase in permanent planning staff.
Communities | e Staff updated on complaint outcomes.

e Processes changed in response to complaints.
Operations e Standard letter templates reviewed.
and Customer | e Formal call back system introduced so there is visibility
Services of customer call backs and timescales.

e Meetings with contractors to discuss customer

complaints.

¢ Implementation of online ‘My Account’ so residents can
be kept up to date on progress on cases they raise
online themselves.

e Training and improved communications for and with
Customer Services.

e Training for parking enforcement staff on how to handle
difficult situations and how to deal with people who may
be cross.

Adult services | e Improvements made in communications between teams
and residents they are working with.

e Assessments monitored to ensure carried out in a
timely manner to prevent over or under payments from
occurring.

e Data protection training to ensure checks are made
regarding capacity to deal with and check about adult

children.

Children’s e Refresher training for data protection.

Services e Awareness and impact training on communicating key
facts effectively to parents working with Children’s
Services.

e Policy change to contact families within three days
when new allocation made.

¢ Raised awareness on assumptions not made when first
meeting young people about what they want to discuss,
and to “check-in” directly with the young person to
ensure that they are comfortable throughout.

e Maintain continuity of social workers involved in a case
as far as possible.

e Improved communications between children, young
people, parents and professionals including in a timely
way.

e Share reports, information and outcomes of
assessments in a timely manner.

¢ Reminder for full consultation with all significant family
members including non-resident  fathers when
undertaking a child and family assessment.

11
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Directorate Actions and learning as a result of complaints made

e Check that outcomes and proposed next steps are
understood by families working with the service.

e Training to see things from the user’s perspective for a
greater understanding.

o Effective dialogue even when there is dispute including
standing firm when necessary and communicating this
effectively.

COMPLIMENTS

Whilst the council gets things wrong it does also provide excellent service and
our staff often go the extra mile. It is essential that positive feedback is also
captured and shared. Compliments that are forwarded to the complaints team
are logged centrally and in 2016-17 there were 192 compliments recorded for
teams or individuals across the council, see table 7 and appendix C for more
detail. Compliments received are fed back to the relevant service areas to
ensure that due recognition is given to staff and that learning is shared and
disseminated across the directorate.

Table 7: Compliments received by directorate

2015-16 | 2016-17 %
Change
Corporate and Communities 1 1 -
Operations and Customer Services 67 100 +49
Adult 44 35 -20
Children’s 19 56 +194
Totals 131 192 +47

It is unclear if the split of compliments recorded across directorates is a true
reflection of compliments received within services. It is possible that the
variance between teams constitutes an under-reporting of compliments in some
areas. Improving reporting of compliments is a priority and more is being done
to raise awareness and encourage self-reporting.

12
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CORPORATE AND COMMUNITY SERVICES

Summary

e 161 stage 1 complaints were received for Corporate and Community
services. This represents 20% of the total number of council complaints
received.

e 70% of complaints received fall into the top five themes

e Situation handled incorrectly

Failed to follow timescales

Failed to respond at all

Lack of action — did not do what we said we would

Services delivered at a lower standard than in our policy, this was

the highest in 2015-16.

61% of complaints relate to Planning and 16% Trees,

50 % were responded to within timeframes compared to 31% in 2015-16.

55% of complaints were either fully or partially upheld.

11 complaints were made to the Local Government Ombudsman, 4 were

investigated 2 were upheld and 2 not upheld. See appendix B, tables 32

and 33 for details.

e 1 compliment was received, the same as in 2015-16. This was for the
living advent calendar managed by Town Centre Management.

Corporate and Community services saw an overall increase of 35 (25%) in
complaints received with an increase of 30% at stage 1, and 30% decrease at
stage 2. One extra stage 3 complaint was received, totalling 7. Table 8
details the complaints received by stage and the percentage change from
2015-16 and 2016-17.

Table 8: Corporate and Community Services complaints overview by

stage

Corporate and Community 2015-16 2016-17 Percentage
Services change
Stage 1 124 161 +30%
Stage 2 10 7 -30%
Stage 3 (ceased from 1 October 6 7 +17%
2017 when policy updated)

Totals 140 175 +25%

Table 9 details the number of stage 1 complaints received by themes and the
percentage make up of each theme.

Table 9: Corporate and Community Services stage 1 complaints received
by themes during 2016-17

Type of Complaint percentage
Number of total
complaints
Situation handled incorrectly 32 20%
Failed to follow timescales 22 14%

13
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Type of Complaint percentage

Number of total
complaints

Failed to respond at all 20 12%

Lack of action — did not do what we said we 20 12%

would

Servicgs delivered at a lower standard than in 18 10%

our policy

Unhappy with the decision made 16 9%

Multiple 14 9%

Did not follow policy 6 4%

Attitude or behaviour of staff 3 2%

Data protection 3 2%

Failed to take all information into account 2 1%

Inaccurate information recorded on file 1 1%

Malice/bias 1 1%

Did not answer all questions 1 1%

Objecting/ disagreeing against an actual policy 1 1%

Unknown 1 1%

Safeguarding 0 0%

Not kept informed 0 0%

Gave the wrong information 0 0%

Total 161 100 %

Complaints received by services

Of the 161 complaints received 77% (124) were related to Planning (99) and
Trees (25). Table 10 and chart 1 details the complaints received by all

services within the directorate.

Table 10: Corporate and Community Services — number of stage 1

complaints received by service

Teams Number of Percentage
Complaints
Planning 99 61 %
Trees 25 16 %
Outdoor facilities 9 5%
Leisure 9 5%
Elections 5 3 %
Information team 4 2%
Communications (web) 3 2%
Finance 3 2%
Policy and performance 1 1%
Councillors 1 1%
Risk and Insurance 1 1%
Licensing 1 1%
Total 161 100 %

14
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Chart 1: Community and Corporate Services stage 1 complaints by
service

Number of Complaints by service

110
100

Planning

The highest number of complaints, 99 (61%) received in Corporate and
Communities directorate was in relation to planning and planning enforcement
which is not a surprise given the nature of the work (approx. 3,000 planning
applications and 650 enforcement investigations). Trees were the second
highest with 25 (16%)

Complaints for planning are often complex and involve detailed investigation;
there has been an improvement in updating complainants on the progress of
their complaint which can be attributed to the new system. 66 of the 99
planning complaints fall into three main areas:

o 28% Unhappy with decision made.
o 27% relate to responding in timeframes or not at all.
¢ 11% did not think the situation was handled correctly.

37% of complaints were upheld and 46% of those upheld were related to the
timeliness of responses/decisions.

9 complaints were made to the Local Government Ombudsman, 4 were
investigated; 2 were upheld and 2 not upheld.

No compliments were recorded for planning during 2016-17.

In October 2016 the formal corporate complaints policy was changed to
specifically exclude planning objections or dissatisfaction with a decision taken
which could be challenged through formal appeal processes. For the first six
months of 2016-17 76 planning complaints were accepted compared to 36 in
the last six months, 17 were not accepted as complaints. Table 11 details
planning complaints by themes

15
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Table 11: Planning complaints by theme

Themes Totals Percentage
Unhappy with the decision made 28 28%
Failed to respond at all 15 15%
Failed to follow timescales 12 12%
Situation handled incorrectly 11 11%
Lack of action — did not do what we said we would 9 9%
Multiple 8 8%
Did not follow policy 6 6%
Services delivered at a lower standard than in our 5 59
policy

Failed to take all information into account 2 2%
Data protection 1 1%
Did not answer all questions 1 1%
Objecting/ disagreeing against an actual policy 1 1%
Total 99 100%

37% (37) of planning complaints were fully or partially upheld, this is lower
than the overall council average which is 55% See table 12 for details on
themes upheld. 46% upheld relate directly to timeframes.

Table 12: Planning complaints upheld by theme.

Themes Totals Percentage
Failed to respond at all 9 24%
Failed to follow timescales 8 22%
Situation handled incorrectly 4 11%
Multiple 4 11%
Unhappy with the decision made 3 8%
Did not follow policy 3 8%
Se;:vices delivered at a lower standard than in our 3 8%
policy

Lack of action — did not do what we said we would 2 5%
Objecting/ disagreeing against an actual policy 1 3%
Total 37 100%
Trees

The second highest number of complaints received in Corporate and
Communities was in relation to trees, these 25 complaints equated to 16% of
the total. In the main they were regarding why something was or was not cut,
and failure to respond about these questions.

25 complaints fall into two main areas:

e 29% Lack of action — did not do what we said we would
o 42% relate to responding in timeframes or not at all

52% (13) of complaints were upheld and 31% (4) related to ‘not doing what we
said we would do’ and 54% of these were in related to the timeliness of
responses/decisions.

No complaints were made to the Local Government Ombudsman.
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6.17
6.18

6.19

6.20

6.22

No compliments were recorded.
Table 13 details the tree complaints received by themes

Table 13: Trees complaints by themes

Themes Totals Percentage
Lack of action — did not do what we said we would 8 29%
Failed to follow timescales 6 25%
Failed to respond at all 4 17%
Unhappy with the decision made 3 13%
Multiple 2 8%
Attitude or behaviour of staff 1 4%
Services delivered at a lower standard than in our 1 4%
policy

Total 25 100%

84% (13) of complaints upheld fall into three categories; not doing what we
said we would and timeliness related. Table 14 details the tree complaints
received by decision made.

Table 14: Tree complaints fully or partially upheld

Themes Totals Percentage
Lack of action — did not do what we said we would 4 31%
Failed to respond at all 4 31%
Failed to follow timescales 3 23%
Multiple 1 8%
Attitude or behaviour of staff 1 8%
Total 13 100%

Overall across the Corporate and Communities directorate 50% (80) of
complaints were responded to within timescales and 50% (81) not. Whilst
there have been improvements all round on the response times half that were
out of time were planning or planning enforcement, 54 (67%), and 13 (16%)
were about trees totalling 67 out of 81. 40% (27) of those late were complaints
around timescales not being followed, either in terms of breaching policy or to
do with of a lack of response to an enquiry.

11 complaints were made to the Local Government Ombudsman, four were

investigated, two were upheld and two not upheld. There were no
recommendations were made. 11 were also made in 2015-16.
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7.1

7.2

7.3

OPERATIONS AND CUSTOMER SERVICES

Summary

513 complaints were received for Operations and Customer Services.
This represents 64% of the total number of council complaints received.
70% of complaints received fall into the top five themes

e Situation handled incorrectly

e Services delivered at a lower standard than in our policy, this was

the highest in 2015-16

e Attitude or behaviour of staff

e Lack of action — did not do what we said we would

o Unhappy with the decision made
23% of complaints relate to Waste and Recycling and 20% Parking
Enforcement.
63 % were responded to within agreed timeframes compared to 32% in
2015-16.
61% of complaints were either fully or partially upheld.
20 complaints were referred to the Local Government Ombudsman, 4
were investigated. 2 were upheld with recommendations of an apology
and financial redress, 2 were not upheld. See appendix B tables 32 and

33 for details.

e 100 compliments were received, an increase from 67 in 2015-16.

Operations and Customer services saw the biggest increase of 64% in
complaints received . Stage 1 increased by 65% (202) and a 50% (4) increase
at Stage 2. One extra (total 2) stage 3 complaint was received than in 2015-
16. Table 15 details complaints received by stage, the percentage change

from 2015-16 to 2016-17.

Table 15: Operations and Customer Services overview

Operations and Customer 2015-2016 | 2016 — 2017 | Percentage
Services change
Stage 1 311 513 +65%
Stage 2 12 +50%
Stage 3 (ceased from 1 October 1 2 +100%
2017)

Totals 320 527 +64%

Table 16 shows complaints for Operations and Customer Services by themes
and the percentage make up of each theme.

Table 16: Themes of stage 1 for Operations and Customer Services
complaints received during 2016-17

Type of Complaint Number Percentage
Situation handled incorrectly 96 19%
Services delivered at a lower standard than in 87 17%
our policy
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Type of Complaint Number Percentage
Attitude or behaviour of staff 63 12%
Lack of action — did not do what we said we 58 1%
would

Unhappy with the decision made 58 11%
Failed to follow timescales 32 6%
Multiple 29 6%
Failed to respond at all 21 4%
Gave the wrong information 21 4%
Did not follow policy 19 4%
Inaccurate information recorded on file 9 2%
Failed to take all information into account 6 1%
Data protection 3 1%
Objecting/ disagreeing against an actual policy 4 1%
Unknown 3 1%
Malice/bias 2 0%
Safeguarding 2 0%
Did not answer all questions 0 0%
Not kept informed 0 0%
Total 513 100%

Complaints received by service

Of the 513 complaints received 23% (115) were related to waste and recycling
and 20% (102) parking enforcement. Waste and recycling collect 3 million bins
and parking enforcement issued 27,000 penalty charge notices. Table 17 and
chart 2 details the complaints received by all services within the directorate.

Table 17: Operations and Customer Services stage 1 complaints
received by team

Teams Number of Percentage
Complaints
Waste and recycling 115 23%
Parking enforcement 102 20%
Customer services 69 13%
Council tax and Business Services 43 8%
Streetcare 30 6%
Highways 22 4%
Street lighting 16 3%
Benefits 15 3%
Licensing 13 3%
Housing Options 13 3%
Environmental protection 11 2%
Environmental Health 10 2%
Libraries 6 1%
Community Wardens 6 1%
Debt recovery 6 1%
Home to school transport 5 1%
Business rates 4 1%
Planning/Trees (Ops) 4 1%
Transport 4 1%
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7.5

7.6

7.7

7.8
7.9

Teams Number of Percentage
Complaints
Outdoor facilities 3 1%
Parking policy 3 1%
Traffic and road safety 3 1%
Schools 3 1%
Complaints 2 0%
Web services 2 0%
Facilities management 2 0%
Leisure services 1 0%
Totals 513 100%

Chart 2: Operations and Customer Services stage 1 complaints by servic
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Waste and Recycling

The highest number of complaints received in Operations and Customer
Services were about Waste and Recycling with 115 being received. With over
3m bin collections each year from around 60,000 properties it is not unexpected
to be the largest volume.

50% (57) of the waste and recycling complaints fall into two main areas:

e 33% Services delivered at a lower standard than in our policy
e 17% relate to Lack of action — did not do what we said we would

72% (83) of the total complaints received were fully or partially upheld, 36% of
these related to services being delivered at a lower standard

No complaints were made to the Local Government Ombudsman.

6 compliments were received.

7.10 Table 18 details the number and percentage of waste and recycling complaints

by themes. The highest being service delivered at a lower standard and lack of
action of what we said we would do.
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Table 18: Waste and recycling stage 1 complaints by themes

Themes Totals | Percentage
Attitude or behaviour of staff 16 14%
Did not follow policy 8 7%
Failed to follow timescales 10 9%
Failed to respond at all 1 1%
Gave the wrong information 3 2%
Inaccurate information recorded on file 1 1%
Lack of action — did not do what we said we would 20 17%
Multiple 1 1%
Obijecting/ disagreeing against an actual policy 1 1%
Services delivered at a lower standard than in our o

. 37 33%
policy
Situation handled incorrectly 13 11%
Unhappy with the decision made 4 3%
Total 115 100%

7.11 Of the 115 complaints 72% (83) were upheld with 52% (43) of those upheld
being services delivered at a lower standard and lack of action. Table 19 details
the decisions for waste and recycling complaints by themes.

Table 19: Waste and recycling: complaints fully or partially upheld
Themes Totals Percentage
sglt;\clgfes delivered at a lower standard than in our 30 36%
Lack of action — did not do what we said we would 13 16%
Attitude or behaviour of staff 12 14%
Failed to follow timescales 9 11%
Did not follow policy, rules, process or the law 7 8%
Situation handled incorrectly 6 7%
Gave the wrong information 2 2%
Unhappy with the decision made 2 2%
Failed to respond at all 1 1%
Multiple 1 1%
Total 83 100%

Parking Enforcement

7.12 Parking enforcement was the second highest receiver of complaints with 102
being received. Again it is not a surprise given the contentious nature of the
service and 27,000 penalty charge notices having been issued.

7.13 67% (67) 67 Parking enforcement complaints fall into four main areas:

o 22% Situation handled incorrectly.

e 17% Services delivered at a lower standard than in our policy.
e 17% Unhappy with the decision made.

e 11% Attitude or behaviour of staff.

7.14 67% (67) complaints were fully or partially upheld, of these 22% situation
handled incorrectly, 17% related to services being delivered at a lower
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7.15

7.16

7.7

7.18

standard, 17% unhappy with the decision and 15% attitude and behaviour of
staff.

No complaints were made to the Local Government Ombudsman.

No compliments were recorded for parking enforcement.

In October 2016 the formal corporate complaints policy was changed to
exclude parking appeals as there is a formal appeals process. 58 complaints
were accepted in the first six months and 44 in the second half of the year, six
were not accepted. Table 20 details parking enforcement complaints by
themes.

Table 20: Parking enforcement complaints by theme

Themes Totals Percentage
Situation handled incorrectly 22 22%
Services delivered at a lower standard than in our

) 17 17%
policy
Unhappy with the decision made 17 17%
Attitude or behaviour of staff 11 11%
Lack of action — did not do what we said we would 8 8%
Multiple 6 6%
Did not follow policy 4 4%
Failed to follow timescales 4 4%
Gave the wrong information 3 3%
Inaccurate information recorded on file 3 3%
Failed to respond at all 2 1%
Failed to take all information into account 2 1%
Data protection 1 1%
Incomplete response 1 1%
Malice/bias 1 1%
Total 102 100%

Decisions on parking enforcement complaints
67% (67) of parking enforcement complaints were upheld which is higher than
the council average of 55%

Table 21: Parking enforcement all complaints fully or partially upheld

Themes Totals Percentage
Services delivered at a lower standard than in our

) 14 21%
policy
Situation handled incorrectly 13 19%
Attitude or behaviour of staff 10 15%
Lack of action — did not do what we said we would 6 9%
Failed to follow timescales 4 6%
Multiple 4 6%
Unhappy with the decision made 4 6%
Inaccurate information recorded on file 3 4%
Did not follow policy 2 3%
Failed to respond at all 2 3%
Gave the wrong information 2 3%
Data protection 1 1%
Failed to take all information into account 1 1%
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Themes Totals Percentage
Malice/bias 1 1%
Total 67 100%

7.19 Overall during 2016-17 the Operations and Customer directorate responded to
63% (325) complaints on time, this is a big improvement of 97% on 2015-16.
Of the 187 complaints not responded to within timescales, 39 (21%) were
complaints about waste services and 28 (15%) were about customer services.

7.20

7.21

20 complaints were made to the Local Government Ombudsman, four were
investigated; two were upheld with recommendations for an apology and one
financial redress. This compares to 14 made in 2015-16. See appendix B for

details.

In 2016-17 there were 100 compliments recorded for the Operations and
Customer Services Directorate. 34% were for Customer Services, 10% for
Highways and Transport and 10% for Housing Options see appendix C for full

list.
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8.1

8.2

8.3

8.4

ADULT SERVICES

Summary

e 42 complaints were received for Adult Services. This represents 5% of
the total number of council complaints received.

e The two top themes are ‘service being delivered at a lower standard than
is set out’ (18%) and ‘attitude and behaviour of staff’ (16%)

e 48 % of complaints were either fully or partially upheld.

o 47% of complaints relate to Physical Disabilities and Older People team
and 10% Finance Team.

e 71 % were responded to within agreed timeframes compared to 62% in
2015-16

e 12 complaints were made, 2 were investigated by the Local Government
Ombudsman, 1 upheld and 1 not upheld. See appendix B tables 32 and
33 for details.

e 35 compliments were received for adult services. See appendix C.

During 2016-17 around 1,700 adults were receiving long term care and support
with 325 going into care (residential, nursing or long term). 781 assessments
for help with care costs, 484 DOLS and 1,800 safeguarding
assessments/concerns were dealt with. 70 contacts were logged by the
complaints team for adult services and of these, 42 statutory complaints were
referred to adult services for investigation. This is 5% less than in 2015-16
when 44 complaints were received. Table 22 details the number of complaints
received by stage.

Table 22: Adult Services overview

Adult Services 2015-2016 | 2016 — 2017 | Percentage
change

Stage 1 44 42 -5%

No stage 2 for Adult Services 0 0 -

No stage 3 for Adult Services 0 0 -

Totals 44 42 -5%

In addition, four complaints were withdrawn by the complainant after the
investigation had commenced. 25 contacts were recorded that were not
complaints, one of which was from an MP.

There is no discernible trend in relation to the number of complaints received for
adult social care services, see table 23 for the volumes for the period 2009-17.
In 2013-14, there was a significant peak of 78 complaints but the last two years
have stabilised around the mid-40s and the council is recording complaints
consistently.

Table 23: Total number of adult complaints, 2009-2017

2009- 2010- 2012- 2012- 2013- 2014- 2015- 2016-
10 11 12 13 14 15 16 17
34 19 16 49 78 21 44 42
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8.5

8.6

In 2016-17, the majority of complaints received, 20 (47%), were in relation to
the Physical Disability and Older People Team. This could be expected given

that these teams hold the highest number of cases. See table 24 for the full

breakdown by team.

Table 24: Adult services complaints for 2016-17, by team

Teams Number | Percentage
Physical Disability and Older People Team 20 47%
Finance Teams 4 10%
Safeguarding Team 3 9%
Community Mental Health Team 3 7%
Community Team for People with Learning 3 7%
Disabilities

Remaining service areas 9 20%
Total 42 100%

During 2016-17, there were 12 complaint themes monitored, see table 25. This
is an increase on the number of themes monitored in previous years, nine. The
two highest areas making up 34% are ‘services being delivered at a lower
standard than is set, or attitude or behaviour of staff’.

Table 25: Themes of stage 1 adult complaints received during 2016-17

Type of Complaint Number | Percentage
Services being delivered at lower standard than 8 18%
is set out in our policy

Attitude or behaviour of staff 7 16%
Multiple reasons 4 11%
Unhappy with how a situation/incident was 5 11%
handled

Unhappy with the decision made 4 11%
Did not follow policy, rules, process or the law 2 7%
Failed to take all information into account 3 7%
Lack of action - did not do what we said we 3 7%
would do

Malice, bias or unfair discrimination 2 4%
Gave the wrong information 2 4%
Failed to follow timescales 1 2%
Safeguarding 1 2%
Total 42 100%

8.7 The majority of complaints made in 2016-17 were by the service user

themselves, 60%, see table 26 for full breakdown, followed by the parent or

child of the service user, 16%.

Table 26: People making adult complaints

Who made the complaint

Number %

Service user

24 60%

Child of service user 16%
Parent of service user 16%
Extended family 2%
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8.8

8.9

Who made the complaint Number %
Spouse or partner 2 4%
Advocate 1 2%
Total 42 100%

The Royal Borough'’s target for dealing with adult services complaints is 10 to
20 working days although there is no specified limit for statutory complaints
about adult social care. Of the 42 that were received during 2016-17, 71% were
responded to within these timescales. This is 15% more than in 2015-16 where
62% were responded to within timescales.

Complaints that were responded to outside of timescales were as a result of
being complex issues requiring further investigations. Where there is a delay in
the process, the Complaints Team continue to liaise with the complainant,
providing the reasons for the delay and negotiating new timeframes.

8.10 The Local Government Ombudsman received 12 complaints and investigated

8.11

two statutory complaints in 2016-17, which compares to 14 received in 2015-16.
Of the two complaints investigated, one was upheld with a recommendation for
an apology and one was not upheld. See appendix B tables 32 and 33 for
details.

35 compliments were recorded in 2016-17 for adult services; this was less than
the 44 recorded in 2015-16. This is likely to be due to underreporting. 26% (9)
were for the Short Term service (STS&R), 23% (8) Older People and
Disabilities service and 20% (7) were for the Community Mental Health Team.
See appendix C for the breakdown by service.
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9.2

9.3

9.4

9.5

CHILDREN’S SERVICES

Summary

e 58 complaints were received for Children’s Services. This represents 7% of
the total number of council complaints received.

e The two top themes are attitude and behaviour of staff (23%) and failed to
take all the information into account (20%,).

o 47% of complaints were either fully or partially upheld.

o 57% of complaints relate to the POD'’s (child protection, children in need
and children in care) and 26% CYPDS.

e 62 % were responded to within agreed timeframes compared to 43% in
2015-16.

e 10 complaints were made to the Local Government Ombudsman, 3
complaints were investigated. 1 was upheld and 2 not upheld. See
appendix B tables 32 and 33 for details.

e 35 compliments were received for adult services. See appendix C.

During the 2016-17 3,000 contacts were received by the MASH for children,
115 children were in care at any one time and there were 120 child protection
plans. 85 contacts were logged by the complaints team and of these, 58 stage 1
complaints were referred to children’s social care for investigation, see table 27
for the numbers by stages.

Children services have seen the biggest reduction of complaints received. This
is a reduction of 34% (30) complaints overall compared to 88 received in 2015-
16, with less being received at all stages and no stage 3’s being received at all.
Stage 3 panel still exists for children’s complaints.

Table 27: Children Services overview

Children’s Services 2015-16 2016-17 Percentage
change
Stage 1 81 54 -33%
Stage 2 5 4 -20%
Stage 3 2 0 -100%
Totals 88 58 -34%

In addition, 17 complaints were withdrawn by the complainant after the
investigation had commenced. Nine contacts were recorded that were not
complaints, seven of which were from MPs or Councillors.

The number of complaints relating to children’s social care services has risen
over the last seven years, peaking at 92 in 2013-14, see table 28 for a
breakdown for the period 2009-17. A high number of complaints are not, in and
of itself, a poor reflection on the service. It can be an indication of a greater
awareness of the complaints service and its efficiency in resolving issues.
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9.7

9.8

Table 28: Total number of children’s complaints, 2009-17

2009- | 2010- | 2012- | 2012- | 2013- | 2014- | 2015- | 2016
10 11 12 13 |14 15 16 -17
Stage 1 31 22 18 43 90 61 81 54
Stage 2 2 1 1 1 2 0 5 4
Stage 3 1 1 0 0 0 0 2 0
Total 34 24 19 44 92 61 88 58

In 2016-17, the majority of complaints, 28 (57%), received were in relation to the
Pods, see table 29 for full breakdown by team. This may be expected given that
these teams hold the long term cases, dealing with complex child protection and
children in care cases, often involving court proceedings.

Table 29: Stage 1 complaints, 2016-17, by team

Teams Number Perc

enta
ge

Pods (child protection, children in need and children 28 57%

in care)

Children & Young People Disabilities Service 15 26%
Multi-Agency Safeguarding Hub 6 9%
Adopt Berkshire 2 4%
Early Help services 1 2%
School Admission 1 2%
Local Authority Designated Officer 1 2%

Total 54 100%

There were 15 themes for the complaints received, see table 30. This is an
increase on the number of themes monitored in previous years, nine. This will
change for future reporting as there are fewer themes captured but more
qualitative work will be taking place in order to identify more fully what issues
need to be addressed.

The highest number of complaints received was around the theme “Attitude or
behaviour or staff’ followed by “Multiple reasons”. In 2015-16, the highest
grouping of complaints was “unhappy with the decision made” followed by
“attitude or behaviour of staff”.

Table 30: Themes of stage 1 children’s complaints received during 2016-
17

Type of Complaint Number Percentage
Attitude or behaviour of staff 13 24%
Multiple reasons 7 13%
Unhappy with the decision made 5 9%
Unhappy with how a situation/incident was 5 9%
handled

Did not follow policy, rules, process or the law 4 7%
Lack of action, did not do what we said we 3 6%
would do

Failed to follow timescales 3 6%
Failed to take all information into account 2 4%
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Type of Complaint Number Percentage
Failed to respond at all 2 4%
Malice, bias or unfair discrimination 2 4%
Safeguarding 2 4%
Inaccurate and wrong information was 2 4%
recorded or is on file, passed on

Not kept informed 1 2%
Services being delivered at lower standard than 1 2%
is set out in our policy

Gave the wrong information 1 2%
Objecting/disagreeing against an actual agreed 1 2%
policy

Total 54 100%

9.9 The vast majority of complaints made in 2016-17, 93%, were by parents, 93%,
see table 31.

Table 31: People making children’s complaints

Who made the complaint Number | Percentage
Parent/Step parent 50 93%
Professional Officer 2 3.5%
Carer 2 3.5%
Total 54 100%

9.10 The timescale for dealing with a stage 1 complaint is 10 working days.
However, this can be extended to 20 working days for more complex
complaints or if additional time is required. Of the 54 stage 1 complaints that
were received during 2016-17, 62% were responded to within timescales,
which is higher than the 43% in 2015-16.

9.11 Complaints that were responded to outside of timescales were multiple
complex issues requiring further investigations. Where there is a delay in the
process, the complaints team will continue to liaise with the complainant,
providing the reasons for the delay and negotiating new timeframes.

9.12 Four Stage 2 complaints were dealt with and fully resolved in 2016-17, see
table 32. No complaints were investigated at Stage 3.

Table 32: Stage 2 children’s complaints, 2016-17

Origin Number of | Outcome
complaints

Escalated from Stage 1 4 Complainant satisfied with
response

Initiated at Stage 2 3 Complainant satisfied with
response

Escalated from Stage 1 in 1 Complainant satisfied with

2015-16, responded to and response

concluded in 2016-17

9.13 The Local Government Ombudsman received ten complaints for children’s
services, three were investigated. One was upheld, two not upheld and there
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9.14

were no recommendations suggested. 14 complaints were made in 2015-16.
See appendix B, table 32 and 33 for details on 2016-17 decisions.

56 compliments recorded for children’s service in 2016-17, this is an increase
of 194% from 19 recorded in 2015-16. 43% (24) of these were compliments
were for the children and young people disability service and 23% (13) were
for the pods. See appendix C for compliments received by services.
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10 APPENDICES

Appendix A: Maps of where complaints are received from by post code

Map 1: By postcode across UK
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Map 2: Dot density by ward
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Map 3: Heat map by ward

Heatmap showing Complaints
Location by ward
2016 -17

1, Sunangdale

2. Sunsinghil & South Aot
1, Ascot & Cheapside
<. Die Windsar

5. Hoeton & Wy by
&. Datchet

7. Eron B Caasle

A, Caste \iiahout

9, Park

16, Cleweer East

11. Clewar orth

12, Eron \Wick

13
e
16,

1%

. Chevvmr South

. Bawy

. S Green

. Hurley & Walthams
Ersham & Cooktsam

. Pinkney's Green

, Furze Platt

. Masdenbead Riverside

. Didfisld

. Beowyn Hill

. Badmont

Corbaiml Criin e Siufer fite @ Cooven e uh med datsbate fatt D007

Legend

Complants 2016-17 Heatmap [

Livw Cgompllainiby

Q

33



Appendix B: Decisions from Local Government Ombudsman annual letter 2016-17.

Table 32: Complaints upheld by the Local Government Ombudsman in 2016-17

Decision
Reference | Directorate Category Date Decision | Details
The Ombudsman will not investigate this complaint about council officers being rude to
Corporate & the complainant's son. This is because the Council has already provided a
16003237 Corporate Other 15-Jul-16 Upheld . ’ I . . .
Services proponlongtg response. In addltlon., the. complalnant can take legal action if she thinks
the Council is responsible for deterioration in her son's health.
The Council was at fault in determining a planning application by Mr and Mrs J's
Planning & neighbours. But, this fault did not change the decision. The Council was also at fault in
16004171 Corporate Developme | 15-Dec-16 Upheld the way in which it dealt with subsequent planning enforcement issues. This caused
nt Mr and Mrs J injustice in the form of stress, time and trouble. But, the Council offered a
remedy for this.
The Council failed to review a temporary traffic restriction order over a railway bridge
. Highways & that expired in 2009. It failed to respond to Mr X's emails about this. It is now reviewing
16002068 Operations Transport 03-Oct-16 Upheld the need for traffic restrictions on the bridge. It has apologised to Mr X for failing to
reply to him.
Environmen The Council is at fault as it has delayed in completing its investigation into Mrs X's
tal Services business and in making a decision on what action it should take. As a result Mrs X has
15010707 Operations & Public 06-Jan-17 Upheld been caused significant uncertainty which the Council has agreed to remedy as
Protection & recommended.
Regulation
Adult Care Mr G complains about how the Council treated him under its safeguarding procedures.
16009349 | Adult Services 19-Jan-17 Upheld The Council failed to tell Mr G about the action it was taking and failed to respond to
some of his e-mails. It needs to apologise.
Education & The Council did n.ot give enough consideration tq gontact ?ssuesf in its work wit.h Ms F
15012592 Children Children’s 28-Jul-16 Upheld prior to th<=T Adoption Ranel. The s.ubsequent decision Fo_dlspontlnue the ad.optlon
Services process without any discussion with M; F causgq her injustice. The Counclll has
agreed to apologise to Ms F and explain its decision in a face to face meeting.
Table 33: Local Government investigations ‘Not Upheld’ in 2016-17
Decision
Reference | Directorate Category Date Decision | Details
There was no fault in the Council's decision that the lease of a clinic car park did not
Planning & Not require planning permission. This complaint is not upheld, as the Council took the
15011157 | Corporate Development 12-Apr-16 | Upheld decision aware of the relevant guidance.
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Decision
Reference | Directorate Category Date Decision | Details
The Council was not at fault in the way in which it determined a local golf club's
application to re-contour its practice ground. It properly assessed key material
Planning & Not considerations, including those relating to health and safety. It was also not at fault in
16002636 | Corporate Development 02-Nov-16 | Upheld doing this under officers' delegated authority.
There is no fault by the Council in its recovery of council tax from Mr B. However, the
Benefits & Not Council has removed charges due to delay responding to complaints. This is an
15005817 | Operations Tax 10-Nov-16 | Upheld acceptable remedy for its delay.
Not
16010327 | Operations Housing 16-Dec-16 | Upheld Unable to find any details of case
The Ombudsman found no fault on Mr H's complaint that the Council refused to provide
his wife with financial help towards her care costs because it wrongly considered her
savings to be above the financial threshold for assistance. The Council properly
Adult Care Not considered the evidence and information Mr H presented. The Council agrees to re-
15018572 | Adult Services 29-Jun-16 | Upheld consider its decision if he provides specific evidence it needs to see.
The complaint concerns a school admission appeal hearing against the refusal of the
Education & admission authority to offer a Reception place to a child (B) at a primary school (school
Children’s Not Z). There is no evidence of fault by the Independent Appeal Panel causing the appellant
16004520 | Children Services 24-Oct-16 | Upheld (Mrs C) injustice.
Education & The Council decided not to process the application for a place for the complainants'
Children’s Not daughter at his preferred school from the family's current address. There are no
16011986 | Children Services 15-Mar-17 | Upheld grounds for the Ombudsman to intervene in the merits of the Council's decision.
Table 34: Comparison of Local Government Ombudsman decisions 2015-16 and 2016-17 by service.

Year Adult care Benefits and | Corporate Education Environment | Highways Housing Planning Other Total
services tax and other and services and and
children’s transport development
services
2015-16 14 3 2 14 4 7 0 9 54
2016-17 12 6 2 10 6 4 4 9 54
Difference +2 -3 - -4 +2 -3 +4 -
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Appendix C: Compliments received by Service

Number of
Service compliments
Customer services 34
CYPDS 24
Pods 13
Highways and transport 10
Housing Options 10
Complaints 9

Short term services

Physical Disability and Older People's team

Facilities

Traffic

Community Mental Health Team

MASH

Libraries and museums

Community Team for People with learning difficulties

Children's Centres

Community Wardens

Waste and recycling

Youth Services

Parks and open spaces

Hospital Team

Town Centre Management

Assessments and interventions

Building control

Client finance

Engineering and Transport

Fair trading

Home to school transport

Parking

Joint health and social care

Long term team

Senior management team

Step together

Early Help

Family Placement Team

Nursery

Schools - teachers

Alalalalalalalalalalal~ 2NN IOTIOCOMIOOINININ|OO IO

Total

192
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