
	TELFORD & WREKIN COUNCIL

CABINET – 9th JUNE 2009
CUSTOMER FEEDBACK PERFORMANCE ANNUAL MONITORING 08/09
REPORT OF HEAD OF CUSTOMER SERVICES & BUSINESS TRANSFORMATION



1. PURPOSE 

1.1
To report on how  the authority is  performing against the  customer service  standards for  complaint,  Freedom  of  Information,  Data  Protection  and  MP Enquiries  for  the period 1st April 2008 to 31st March 2009.

1.2
The report will also present more detailed information for the period 1st September 2008 to 31st March 2009, which is available from the new Customer Feedback System that was implemented on 1st September 2008. 

	2.0        RECOMMENDATIONS


2.1       That the content of this report be noted.


2.2       To approve the introduction of 3, 5, 8 and 12 monthly management reports for each 
             Portfolio identifying performance on feedback to include complaint, compliment and  

             enquiry handling processes, including both quantative and qualitative data prepared 
             and presented by the Customer Quality Team from April 09 onwards.



3.0       SUMMARY FOR THE PERIOD 1ST APRIL 2008 TO 31ST MARCH 2009


3.1
During 2008/09 there was a slight decrease in compliments from 793 to 671. The majority of compliments are addressed to our front line services, particularly those in Environmental Maintenance, Adult and Consumer Care and Community Service.


3.2
During 2008/09 657 complaints were received compared to 656 in 07/08. The majority of concerns were around conditions of roads, refuse collection, benefit issues and leisure centres.


3.3
During 08/09 93% (87%) of complaints were responded to within the target of 20 working days, against a target of 88%. The figures in brackets are each portfolio’s performance for 2007/08 and those in bold reflect the performance during 08/09. 

3.4
Resources responded to 97%  (96%) of corporate complaints within 20 working days, Community Services 95%, (86%)Environment and Regeneration 95% (84%), Adult and Consumer Care 75% (79%) and Children & Young People achieved 73%.(67%). 
3.5
Statutory Complaints: Adult & Consumer Care and Children & Young People responded to 59% (68%) and 39% (63%) of statutory complaints within the target timescale. 


3.6
There were 26 Stage 3 complaints in 2008/09, 20 were not upheld, 2 were partly upheld, a resolution was found in two cases prior to full investigation and 2 were withdrawn.
3.7
The Local Government Ombudsman reported no findings of maladministration against the council in 2007/08. 
3.8
During 08/09 we received 436 Freedom of Information requests, an increase of 47% compared to 07/08. We responded to 86% (88%) within the 20 day target which is slightly below the performance target of 88% which is still a good performance as the number of requests has nearly doubled.
3.9
During 08/09 we received 111 Data Protection Requests, an increase of 76% on the 63 received in 07/08. We responded to 85% (91%) within the 40 day timescale which is slightly below our performance target of 93%. Again demand for this service has nearly doubled.
3.10
During 2008 we introduced a complaint satisfaction survey, with satisfaction ratings in the region of 57%. This compares to 24% reported in the 2008 Citizens Survey.  

4.0
MORE DETAILED SUMMARY FOR PERIOD 1ST SEPTEMBER 2008 TO 31ST MARCH 2009 POST IMPLEMENTATION OF RESPOND DATABASE 

4.1
During this period we have received 1925 pieces of feedback from customers, 43% concerned Environment and Regeneration
4.2
During this period we received 344 compliments and 395 complaints.
4.3
A target of 10 days was introduced on 1st September 2008, for responding to complaints. We responded to 83.5% of complaints within 10 days. Resources responded to 90.9%, Community Services 88.4%, Environment and Regeneration 83.4%, Adult and Consumer Care 53.6%, Children &Young People 52.4%.
4.4
We now record the reason for exceeding the 10 day timescale and 35.6% was due to the council needing to wait for further information from either the customer or colleagues and 31.1% was due to other work commitments.

4.5
The main areas for concern were around quality of service, particularly the perceived failure to respond to customers in a timely manner and some concerns involving the highways service.
4.6
Of those corporate complaints registered 43% were upheld, 23.8% partly upheld and 23.3% were not upheld.

4.7
With effect from 1st September we reduced the stages in the Corporate complaints procedure from 3 to 2. From the 1st September 08 we received 17 Stage 2 complaints of which 7 customers have been advised, in agreement with the relevant Business Manager/Head of Service that no further value can be added to the Stage 1 response. A further 3 were not upheld, 1 was withdrawn, 1 was outside our jurisdiction and 5 are under investigation

4.8
With effect from 1st September we began to administer Parish and Member enquiries for those who wished to use the feedback system (Respond) of which 15 Parishes and 21 Members have. To date we have responded to 79.3% Parish Enquiries and 82.8% Member enquiries within 10 working days.

4.9
During this period we responded to 58.6% of MP enquiries to the Chief Executives office within 10 working days for consideration by the Chief Executive.
4.10
The following Appendices provide a more in-depth analysis of complaints, enquiries and satisfaction levels.  See below 

Appendix A – Compliments


Appendix B – Corporate Complaints


Appendix C- Adult Statutory Complaints


Appendix D – Child Statutory Complaints


Appendix E – MP Enquiries


Appendix F – Freedom of Information / Data Protection


Appendix G – Complaint Exit Satisfaction Survey

Appendix H - Report from the new feedback database for the period 1st September 2008 to 31st March 2009

5.0
BACKGROUND

5.1
With effect from the 1st September 2008 we introduced a new feedback system (Respond) and a trial of new feedback processes, primarily looking to respond to complaints, MP Enquiries, Member Enquiries, Parish Enquiries within 10 working days. In addition we reduced the corporate complaints procedure from 3 stages to 2 stages. Appendix A details information from the new feedback database covering the period 1st September 08 to 31st March 09, which demonstrates the level of information that will be provided to each portfolio management team.
5.2
Appendix H contains detailed information on the feedback received from the 1st September and exemplifies the level of information that will be reported within the Performance Management Framework during 2009

6.   GENERAL INFORMATION

6.1      Equality & Diversity

6.2
Every effort is made to assist customers when making requests to ensure that wherever possible we are able to provide them with the information they need in a format that is useful to them.


6.3
An equality impact assessment will be undertaken on the new customer enquiries procedure following the completion of the review of the Corporate Complaints Procedure to ensure we are addressing all equality and diversity needs and capturing vital performance management information within this process.

6.4
We are endeavouring to capture profiles of our customers who are submitting feedback via the complaint satisfaction survey and providing them with the opportunity at the point of contact.

7. Environmental Impact

7.1. 
The move to a higher proportion of requests for information being received via 
electronic means reduces the paper and printing required to receive, distribute and 
respond to requests overall.  Additionally a change in working practices has resulted in 
requests for information and complaints being scanned which has reduced the need to 
distribute paper copies when collating the information. 

7.2. 
The implementation of the new feedback system (Respond) means that all information 
is now held electronically and removed the duplication of paper files being in 
existence.


8. 
Legal Comment 
8.1. There is provision in the Local Government Act 1974 for the Council to investigate 
complaints 
prior to investigation by the Local Commissioner (the Local Government 
Ombudsman).  
Further, there are statutory requirements for complaints to be 
processed  by the Council in a 
certain way contained in legislation, such as Section 
26  Children Act 1989 and the Children 
Act 1989 Representations Procedure 
(England) Regulations 2006   (which relate to 
complaints about children’s social  
services), as well as Section 114 of the Health and Social 
Care (Community Health 
and Standards) Act 2003 and the Local Authority Social Services 
Complaints 
(England) Regulations 2006 (which relate to complaints about social services for 
adults).

8.2.  The operation of the Council’s corporate complaints process is a matter for the 
Council to determine within the statutory framework.

8.3. The complaints process should be subject to regular review to ensure that it complies 
with any new and/or additional statutory requirements.    

9.0       Links with Corporate Priorities  


9.1
Modern, effective Council

10. 0       Financial Implications 

10.1. The costs associated with administering the complaints, compliments, FOI, DP and MP Enquiries process is in the form of officer time. This is met from within existing budgets across the Council with a large element being within Customer Services budgets in the Resources Portfolio.

10.2. The cost of implementing the Respond system in 2008/09 was met from the ICT capital programme which is managed by the Transformation & Technology Board. The total cost incurred for implementing this system was £53.1k. There are ongoing system maintenance costs of £6k which will be met from Customer Services budgets

 

11. 0
  Ward Implications 


11.1. Borough wide implications.
12. 0
 Background Papers. 
12.1. None
Appendix A
1. Compliments 


1.1. During 2008/09 the council received 671 compliments, a 15% decrease on last year’s total of 793.
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1.2. Below is an outline of the top three areas that received the most compliments during this period.
	Compliments
	Reason

	Environmental Maintenance
	· Maintenance of Shrubs, Trees and Hedges
· Domestic Refuse collections
· Green recycling collections
· Halesfield CRC

· Contact centre customer service

	Adult Consumer Care
	· Occupational therapy teams 

· Pollution control

· Trading Standards

	Community Services
	· Wellington Leisure Centre
· Telford and Wrekin Register Office


Appendix B
1. Corporate Complaints

1.1. During 08/09 the council received 657 corporate complaints, 93% of which were responded to within 20 working days against a target of 88%.
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1.2. With effect from the 1st September we have been trialling a 10 day response time to corporate Stage 1 complaints with the following results.
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1.3. Below is an outline of the top three areas that received the most complaints.
	Area
	Reason

	Mobility and Development
	· State of roads, potholes and footpaths

· Gritting 
· Domestic Refuse
· Failure to respond to emails / previous reports
·  

	Community Services
	· Quality of service in relation to classes and facilities in Leisure Centres
· Town Park concerns



	Resources (Revenues & Benefits)

	· Issues with claims for Housing & Council Tax Benefits
· Tone of some reminders / correspondence


2. Improvements as a result of complaints
1.
Following a complaint from a local resident about the lack of access to a school 
following three fires, a meeting was held and it was agreed to provide gated access for 
fire crews across local land.

2.
Training has been introduced for staff in how to handle School Meal accounts more 
appropriately following a complaint.
3.
Following several complaints about the gritting during the adverse weather, the Winter 
Maintenance policy will be reviewed to see if improvements can be made for Winter 
09/10. 

4
Following damage to a monument in Dawley High Street by a milk van, new bollards 
have been installed to prevent unauthorised vehicular access.

5.
Horsehay Village Golf Course has amended its policy to allow those with a disabled 
Blue Badge or a doctor’s note to use motorised trolleys on the course without 
hedgehog attachments.

6.
Complaints around new spinning classes introduced at Madeley Sports centre, but 
not included in the monthly Aspirations fee, led to a review and the classes now form 
part of the all Inclusive fee.

7.
Following a complaint from a customer that was unhappy about the six months 
exemption expiring on a property that she had inherited from a deceased relative. She 
said that she had not been informed that this would happen. The relevant letter was 
amended to include details of the exemption that would be awarded and the expiry 
time.
3. .Stage 2/3 Investigations 2008/09 

3.1 There were 26 stage 3 investigations, 20 were not upheld, 2 were partly upheld, 2 a resolution was found prior to full investigation and 2 were withdrawn.

Stage 3 Corporate complaints

	Portfolio
	No.

	Environment & Regeneration 
	23

	Resources 
	2

	Adult and Consumer Care
	1

	Total
	26


3.2   With effect from 1st September we reduced the stages in the Corporate complaints procedure from 3 to 2. From the 1st September 08 we received 17 Stage 2 complaints of which 7 customers have been advised, in agreement with the relevant Business Manager/Head of Service that no further value can be added to the Stage 1 response. A further 3 were not upheld, 1 was withdrawn, 1 was outside our jurisdiction and 5 are under investigation. 
Stage 2 Corporate complaints
	Portfolio
	No.

	Resources 
	4

	Environment & Regeneration 
	8

	Adult and Consumer Care
	2

	Community Services
	2

	Children and Young People
	1

	Total
	17


 


4. Local Government Ombudsman 
4.1 
The way the Local Government Ombudsman collates and disseminates information 
has changed this year (2009).  Council’s have been given figures for all types of 
contact through the LGO Advice Team.  Between 1 April 2008 when the LGO Advice 
Team became the single point of contact and 31 March 2009 the Advice Team were 
contacted on 32 occasions about Telford & Wrekin Council.  On these 32 occasions 15 
(46%) callers received advice or were regarded as premature complaints.  The 
remaining 17 (53%) were passed through to the investigation team.  Some of which 
were ultimately classified as premature complaints.  

4.2
Decisions made


During the period a total of 21 complaints were investigated and it is pleasing to report 
that there were no reports of maladministration against the council.

	Local Settlement
	No maladministration
	Ombudsman’s Discretion (not to consider)
	Outside Jurisdiction
	Total

	2
	11
	6
	2
	21



The 21 complaints investigated fell into the following categories,

	Planning & Building Control
	Benefits
	Education
	Transport & Highways
	Children & Family Services
	Other
	Total

	5
	2
	3
	2
	2
	7
	21


4.3
Response Times to Initial enquiries from the LGO

	Period
	Avg no. of days to respond

	08/09
	31.8

	07/08
	28.7

	06/07
	47.9


Appendix C
1. Statutory Adult Consumer Care Stage 1 Complaints
A total of 44 statutory complaints have been received for ACC from 1st April 2008 – 31st March 2009, 59% of which have been responded to within timescale (under 10 & 20 days).

	
Community Care Service
	Older People (inc PRH)
	ALD (inc JCLDT)
	Mental Health
	Substance Misuse
	Access & Social Inclusion
	RR/IC/OT
	Physical Disability
	Commissioning
	TOTALS

	No of Statutory Complaints
	23 (52%)
	10 (23%)
	6 (14%)
	0
	2** (4%)
	3 (7%)
	0
	0
	44

	
	
	
	
	
	
	
	
	
	

	Response Times
	
	
	
	
	
	
	
	
	

	Within 10 days
	5 (22%)
	1 (10%)
	
	
	1 (50%)
	2 (67%)
	
	
	9 (23%)

	Within 20 days
	8*** (35%)
	3**** (30%)
	2 (33%)
	
	
	1 (33%)
	
	
	14 (36%)

	Outside timescale
	4 (17%)
	2 (20%)
	3 (50%)
	
	1 (50%)
	
	
	
	10 (26%)

	Straight to Stage 2
	2 (9%)
	1* (10%)
	
	
	
	
	
	
	3 (8%)

	Withdrawn
	
	2 (20%)
	
	
	
	
	
	
	2 (5%)

	Suspended
	1 (4%)
	
	
	
	
	
	
	
	1 (2%)

	Responded by Providers
	3 (13%)
	1 (10%)
	1 (17%)
	
	
	
	
	
	5

	Escalated to Stage 2 from Stage 1
	
	1
	
	
	
	
	
	
	


*
Complaint joint with CYP

** 
1 complaint joint with Mental Health and has only been included under ASI

***
1 complaint joint with Social Care Finance & 1 complaint still to be responded to but within time

****
1 complaint still to be responded to but within time

One complaint was suspended due to a Vulnerable Adults investigation – after VA investigation there found to be no residual complaints to further investigate.

One complaint which has escalated to Stage 2 was responded to out of time at Stage 1 and has been included in these figures.

The complaints which have been responded to by Care Providers have not been included in the total response times figures.

Appendix D
1. Statutory Children & Young People Complaints 

1.1
There were 30 statutory complaints received during this period of which 39% were 
responded to within 20 working days. The complaints for Children with disabilities were joint with other agencies which contributed to some of the delays.
1.2
Stage 1 Statutory Complaints

	Service
	Response in 10 working days
	Response in 20 working days
	Response 20 days +
	Withdrawn
	Cannot be progressed
	Total

	Safeguarding Children
	5
	4
	12 (5 of which are still under investigation)
	1
	3
	25

	Children with disabilities
	
	
	2
	
	
	2

	Placement
	
	
	
	1
	
	1

	Corporate Parenting
	2
	
	
	
	
	2

	Total
	7
	4
	14
	2
	3
	30


1.3
The key areas for concern were around attitude of staff, quality of service and the 
portfolio’s failure to communicate adequately with its customers, that is, both the 
children and young people and their parents/carers.  

1.4 
Stage 2 Statutory Complaints

	Service
	Response in 65 working days
	Under Investigation
	Withdrawn
	Cannot be progressed
	Total

	Safeguarding Children
	2
	1
	1
	1
	5

	Corporate Parenting
	1
	
	
	
	1

	Total
	3
	1
	1
	1
	6


1.5 
There were a variety of issues covered in the complaints made, including staff attitude 
toward parents around safeguarding issues, moving to stage 2 due to lack of response 
at stage 1 and transition between children’s to adult’s services

1.6
There were no Stage 3 complaints for this period.  

Appendix E
1. MP Enquiries 


We received 219 MP enquiries during 08/09 compared to 210 in 07/08.

In addition to those detailed below we also received 1 from the Shrewsbury MP in relation to CYP and 7 from the Ludlow MP, 5 for E and R and 2 for Resources.
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Appendix F
1. FREEDOM OF INFORMATION AND DATA PROTECTION REQUESTS 

During 2008/09 the council received a total of 547 requests for information which were dealt with under the Freedom of Information Act 2000 and/or Data Protection Act 1998 which is an increase of 52% on the 359 requests received during 2007/08.  


It should be noted that requests under Data Protection have increased by 76% from 63 in 07/08 to 111 in 08/09.  Requests for Freedom of information have increased by 47% from 296 in 07/08 to 436 in 08/09.
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Appendix G
1. COMPLAINANTS EXIT SATISFACTION SURVEY
Satisfaction surveys are sent to all stage 1 complaint customers 20 days after completion of their complaint.
This information provides us with information from customers, allowing us to measure our performance against this performance indicator.
Overall the feedback received has been very constructive and as the figures confirm, those who did respond generally are happy with the way that we have processed their complaints.
Complaints Satisfaction Survey January 2008 – December 2008
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Appendix H

Feedback Report

1st September 2008 to 31st March 2009

This report details feedback received since the implementation of the new feedback database (Respond) on the 1st September 2008. This details top level information as each Portfolio will receive more detailed information to service level for the above period.

During 2009 further reports will be produced both at Corporate and Portfolio level at 3, 6, 8 and 12 month intervals to fall in line with the Performance Management Framework.

Feedback Received
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It can be seen that electronically submitting feedback is the most popular method. Where it indicates via the web site this is utilising the web function of the new feedback system (respond customer), email is direct to the publicised email addresses.
Compliments
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The top three areas for compliments during this period are detailed below;

	Compliments
	Reasons

	Environmental Maintenance
	· Maintenance of Shrubs, Trees and Hedges

· Domestic Refuse collections

· Green recycling collections

· Halesfield CRC
· Contact centre customer service

	Adult Consumer Care
	· Occupational therapy teams 

· Pollution control

· Trading Standards

	Community Services
	· Wellington Civic and Leisure Centre

· Telford and Wrekin Register Office


Corporate Complaints
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[image: image10.png]Complaints by Service Area
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For the 395 complaints there were a total of 447 issues.
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The Quality of service and Highways Maintenance issues are 2 key areas for concern. Customers also report that they have failed to get a response to their complaint.
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Of those responded to 43% were upheld, 23.3% were not upheld and 23.8% were partly upheld
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Within this overall achievement Resources responded to 90.9%, Community Services 88.4%, Environment and Regeneration 83.4%, Children &Young People 52.4%, Adult and Consumer Care 53.6% of complaints within 10 working days.
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Stage 2 Complaints

With effect from the 1st September we have trialled a reduction in stages from a 3 stage complaints procedure to a 2 stage procedure.
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With effect from 1st September we reduced the stages in the Corporate complaints procedure from 3 to 2. From the 1st September 08 we received 17 Stage 2 complaints of which 7 customers have been advised, in agreement with the relevant Business Manager/Head of Service that no further value can be added to the Stage 1 response. A further 3 were not upheld, 1 was withdrawn, 1 was outside our jurisdiction and 5 are under investigation. 

Local Government Ombudsman (LGO)

There have been 2 referrals from the LGO, one for Adult and Consumer Care which they deemed to be outside their jurisdiction and one for Resources in which they found no maladministration and supported the council’s decision to make a time and trouble payment of £100.

Adult Statutory Complaint
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 Children Statutory Complaints
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For the 27 complaints there were 28 associated issues.
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There are still 5 complaints under investigation but are over 20 working days and have therefore been included in the above figures.

Freedom of Information
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The most frequent request received is for financial information, for example 

salary bandings or outstanding business rates, followed by requests for documents e.g. a contract with a supplier. In addition we regularly receive requests for organisational structures from personnel agencies 
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There are 3 Freedom of Information requests on hold, awaiting fee payment and 6 are under investigation which could still be responded to within timescale.
Data Protection
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The above reflects completed records. There are a further 19 which are either on hold waiting for proof of ID from the customer or could still be responded to within the 40 day timescale.

Member Enquiries
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Member Enquiry Response Performance
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Parish Enquiries
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MP Enquiries
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When examining the performance for MP enquiries it is clear that the key cause in the delay in getting responses to the Chief Executives office within the 10 working days is the extra step in the process. This involves Heads of Service reviewing all responses prior to submission to the Chief Executives office.

We have now requested that responses are with the Head of Service in 8 working days to enable the Head of Service time to review  prior to sending  to the Chief Executives office. In addition we are in the process of undertaking quality checks to establish any areas for improvement with a view in the long term to remove the need for this review process.

Equality Issues

We are endeavouring to improve our data capture of information from customers on equality issues through the use of our complaints satisfaction surveys and providing customer the opportunity to tell us information when submitting via the website. When we relaunch the feedback literature we will also ensure that this opportunity is further provided. At present this is the information from customers who choose to provide it.
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