
	TELFORD & WREKIN COUNCIL
AUDIT COMMITTEE – 27th JULY 2010
ANNUAL CUSTOMER COMPLIMENTS AND COMPLAINTS REPORT  (Jan – Dec 2009)
REPORT OF HEAD OF CUSTOMER AND LEISURE SERVICES 


1.
PURPOSE 

1.1
To provide an overview of the number of customer compliments received by the council for the period Jan – Dec 2009 and to look more closely at the number of complaints received by the council, in particular those which have been classified as partly or fully upheld following investigation.

1.2
To provide assurance to the Audit Committee that customer feedback has led to service delivery improvements. 

2.
RECOMMENDATIONS


2.1
That the Audit Committee note the information within the attached report. 

2.2
That the Audit Committee note the improvements that have been made to services as a result of customer feedback. 

3.
SUMMARY OF REPORT TO CAPS ON 8th MARCH 2010


3.1
The Council received 615 compliments in 2009. The majority of these were for frontline services. 
3.2
The Council received 836 complaints in 2009.  747 complaints were received under the corporate complaints process, 51 were statutory complaints for Children and Young People Services and 38 were statutory complaints for adult services. 


3.3
The majority of the complaints related to refuse/green collections, council tax and benefit claims . 
3.4
Of the complaints received 551 (66%) had elements of the complaints upheld. 
3.5
605 (81%) of corporate complaints were responded to within the new target of 10 working days.   12 (24%) of statutory children and young peoples complaints were responded to within deadline and 30 (79%) of adults on time.


3.6
The top 3 reported reasons for missing the final response date were officers being on  annual leave,  waiting for further information to be able to fully investigate the complaint before providing a full response and other work pressures.
3.7 There are very small numbers of customer complaints registered, compared to the vast number of services provided by the Council each day.  However, analysis has shown that when customers do complain there are elements where improvements can be made and the responses show our willingness to make those improvements whether they are for the benefit of the individual who has complained, or in some cases for the wider benefit of our residents.


3.8 The services that received the highest number of complaints were:


3.8.1 Council Tax received a total of 68 complaints. Of those less than half 31 (45%) had elements upheld.  Correspondence being sent to addresses for individuals who no longer lived there, general difficulties in sorting out council tax issues, bailiff’s service, dissatisfaction with the recovery process were the most common areas of concern. 


3.8.2 Benefit Service received 35 complaints. Of those 21 (60 %) had elements upheld.   Complaints mainly relate to delays in making decisions or the decision itself.  Individual remedial action was taken on a case by case basis. 


3.8.3 Green and Recycling received 24 complaints mainly about missed collections and not all the rubbish being collected of which 23 (96%) had elements upheld. Immediate remedial action was taken to arrange for a collection to be made.   


3.8.4 Looked After Children Service received 23 complaints mainly about attitude, behaviour and support from staff.  9 (39%) had elements upheld,  The most common issues relating to contact arrangements for relatives.  


3.8.5 Domestic Refuse received 21 complaints mainly about missed collections and spilled refuse of which 18 (85%) had elements upheld. 


3.8.6 Older People Care Management received 17 complaints of which 13 were upheld. The most common issue related to either the support, attitude and or communication from social workers.

3.8.7 Wellington and Civic Leisure Centre received 14 complaints of which 12 were upheld. The majority related to swimming sessions in respect of facilities for lane swimming, family sessions and the information made available when changes to lesson times needed to be made.


3.9 Satisfaction surveys are sent to all complainants 20 days after their complaint has been responded to. For those who responded 54% felt the service they received from the council had improved as a result of their complaint, 74% were satisfied with the response time to their complaint and 88% found it easy to make their complaint in the first instance.


4 Service Delivery Improvements That Have Resulted From Customer Feedback

4.1 The majority of complaints received during 2009 were responded to on a individual basis with limited trends, when considered in the context of the number of customer interactions each service undertakes, to bring to the attention of the Audit Committee. However, the following improvements were made as a result of customer feedback

4.2 Benefits Service - Work is underway to reduce the time taken to calculate a benefit claim, including offering a home visit, where claims can be completed in 1 working day, and the introduction of telephone claims.

4.3 Waste Collection - front line training specifically provided for helpdesk and refuse crews, website updated with improved information, branded vehicles, recycling box stickers to clarify what can be put in each of the boxes.

4.4 Disabled Persons Blue Badges - renewals are now issued to customers 3 months in advance of the expiry date to allow time for any physiotherapist reports to be obtained to ensure that current badges do not expire prior to continued eligibility being confirmed.

4.5 Community recycling sites - In response to difficulties in finding information on our website a new link was installed to take customers direct to the relevant information.

4.6 Recycling boxes -Concerns were expressed that boxes were not provided for residents of flats.  Each resident has now been given the opportunity to have a recycling box for kerbside collection. In addition there has been the introduction of a plastic kerbside collection.

4.7 As a result of the corporate restructure in January 2010, the Council has now centralised the customer feedback functions that were previously located in each portfolio. This allows us to manage workloads more effectively and provide robust and proactive governance to the complaints scheme, which includes progress chasing and escalation, regular performance reporting and ensuring that improvements are implemented where they are identified through the customer feedback. 
5.
GENERAL
5.1
Equality & Diversity
5.1.1
Every effort is made to assist customers when accessing services to ensure that wherever possible we are able to provide them with the services/information that they require in a manner that is beneficial to them. 

5.2
Legal Comment
5.2.1
There are no direct legal implications arising from this report. 
5.3
Financial implications
5.3.1
There are no direct financial implications arising from this report.

5.4
Ward implications

5.4.1
There are no specific ward implications arising from this report. 
5.5.
BACKGROUND PAPERS
5.5.1
Annual Customer Compliments and Complaints Report (2009) to CAPS 8th March 2010

Report prepared by Andrew Meredith, Customer Services Manager. Tel: 01952 382560
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1.
PURPOSE 

1.1
To provide an overview of the number of customer compliments received by the council for the period Jan – Dec 2009 and to look more closely at the number of complaints received by the council, in particular those which have been classified as partly or fully upheld following investigation.

2.
RECOMMENDATIONS


2.1
To note the information within this report and for Heads of Service supported by their Cabinet Member to continue to identify areas for improvement following the receipt of customer complaints.
3.
SUMMARY FOR THE PERIOD 1ST JANUARY 2009 TO 31ST DECEMBER 2009


3.1
The majority of the 615 compliments received were addressed to our front line services, particularly those in Environmental Services, Adult Social Care Services and Customer and Leisure Services.  A detailed breakdown can be provided on request.
3.2
During 2009, there were 836 complaints 747 under the corporate complaints process, 51 statutory complaints for Children and Young People and 38 statutory complaints for adult services. The majority of the concerns were around refuse/green collections, council tax and benefit claims . Of the complaints received 551 (66%) had elements of the complaints upheld. 

3.3
During the same period 605 (81%) of corporate complaints were responded to within the new target of 10 working days.   In respect of statutory complaints 12 (24%) of children and young peoples complaints were responded to within deadline and 30 (79%) of adults on time.
3.4 The top 3 reported reasons for missing the final response date were officers being on  annual leave,  waiting for further information to be able to fully investigate the complaint before providing a full response and other work pressures.

4.
KEY AREAS OF COMPLAINT

4.1 Detailed overleaf are the key areas of customer complaints for this period.  It should be acknowledge however that there are very small numbers of customer complaints registered, compared to the vast number of services provided by the Council each day.  Analysis has indicated that on the whole when customers do complain there are elements where improvements can be made. The subsequent responses from the council show our willingness to make those improvements whether they are for the benefit of the individual who has complained, or in some cases for the wider benefit of our residents.

4.2 Council Tax ( 68,363 council tax properties in T&W) – we received a total of 68 complaints.  . Of those less than half 31 (45%) had elements upheld.  9 related to correspondence being sent to addresses for individuals who no longer lived there, 6 related to general difficulties in sorting out council tax issues, 4 related to the bailiffs service, 3 related to dissatisfaction with the recovery process, 3 to the tone of a letter, 2 for money paid into an incorrect account,  2 for records being incorrect and  2 for delays in the process. Individual remedial action was taken on a case by case basis by amending customer records and issuing an apology where a mistake has been made. 

4.3 Benefit Service (18,705 current live benefit claims) - we received 35 complaints, of those 21 (60 %) had elements upheld.   Complaints mainly relate to delays in making decisions or the decision itself.  Individual remedial action was taken on a case by case basis by way of an explanation of the decision / delay and adjusting customer records where necessary.  Work is well underway however to look at ways of reducing the time it takes to calculate a benefit claim, including offering a home visit where claims can be completed in 1 working day.  Improvements in benefit processing times have now been reported for 2 consecutive months Dec 09 and Jan 2010.  It should also be noted that this particular service has seen a 17.5% increase in workload as a result of the current financial climate which has also impacted on processing times and therefore the number of complaints.

4.4 Green and Recycling (68,363 properties in T&W) - we received 24 complaints mainly about missed collections and not all the rubbish being collected of which 23 (96%) had elements upheld. Immediate remedial action was taken to arrange for a collection to be made.   This information will now be used by the Head of Environmental Services when monitoring the contract with TWS at a more strategic level following the service efficiency review last year to agree revised targets and continued improvement in refuse collection.
4.5 Looked after children service -  received 23 complaints mainly about attitude, behaviour and support from staff which very much relates to the nature of the role and responsibilities for this team.  9 (39%) had elements upheld,  4 from relatives relating to contact arrangements, 1 to lack of educational and therapeutic support being provided, 1 with regard to the attitude of a social worker.  Children who are being looked after are also able to raise concerns, 1 with regard to a lack of consultation in respect of a placement change, 1 to the delay in being seen and 1 visit being cancelled.  Apologies and explanations were made in response to the concerns raised. At the end of December 2009 there were 270 children in our care.

4.6 Domestic Refuse received 21 complaints mainly about missed collections and spilled refuse of which 18 (85%) had elements upheld. Immediate remedial action was arranged to ensure those collections were subsequently made and this information is being utilised as part of the contract monitoring with TWS to agree a target to continue to reduce in complaints in this area.
4.7 Older People Care Management received 17 complaints of which 13 were upheld. 9  related to either the support, attitude and or communication from social workers,  2 related to care provided by a care home, 1 to a delay in issuing an invoice and 1 to a letter being sent to a deceased relative. During the course of an average year there are 900 referrals through this team.
4.8 Wellington and Civic Leisure Centre - (220,000 community visits each year).  We received 14 complaints of which 12 were upheld. The majority related to swimming sessions in respect of facilities for lane swimming, family sessions and the information made available when changes to lesson times needed to be made.
5.
IMPROVEMENTS MADE AS A RESULT OF CUSTOMER FEEDBACK

5.1
The majority of complaints received during 2009 were responded to on an individual 
basis, with limited trends to bring to Cabinet Members attention. However detailed below are some of the wider customer service improvements that have been made as a result of customer comments and complaints.

5.2
Waste Collection - front line training specifically provided for helpdesk and refuse crews, website updated with improved information, branded vehicles, recycling box stickers to clarify what can be put in each of the boxes. 

5.3
Disabled Persons Blue Badges. Renewals are now issued to customers 3 months in advance of the expiry date to allow time for any physiotherapist reports to be obtained to ensure that current badges do not expire prior to continued eligibility being confirmed.

5.4
Community recycling sites. In response to difficulties in finding information on our website a new link was installed to take customers direct to the relevant information.

5.5
Recycling boxes. Concerns were expressed that boxes were not provided for residents of flats.  Each resident has now been given the opportunity to have a recycling box for kerbside collection. In addition there has been the introduction of a plastic kerbside collection.

6.
COMPLAINANTS EXIT SATISFACTION SURVEY
6.1
Satisfaction surveys are sent to all complainants 20 days after their complaint has been responded to. This information helps us to continually improve our complaint investigation procedures.
6.2
For those who responded 54% felt the service they received from the council had improved as a result of their complaint, 74% were satisfied with the response time and 88% found it easy to make their complaint in the first instance.

Appendix A

Top 10 areas of Concern

	Service
	Number of Complaints
	% with elements upheld

	Council Tax
	68
	31(45%)

	Benefits Claims
	35
	21(60%)

	Green and Recycling
	24
	23(96%)

	Looked after Children Team
	23
	9(39%)

	Domestic Refuse
	21
	18(85%)

	Older People Care Management
	17
	13 (76%)

	Wellington and Civic Leisure Centre
	14
	12(86%)

	Planning Decisions
	14
	3(21%)

	Car Park Management
	13
	5(38%)

	Housing Options
	13
	5(38%)



