	
	PART I

(OPEN TO THE PUBLIC)
	ITEM NO.


	REPORT OF THE LEAD MEMBER OF CUSTOMER AND SUPPORT SERVICES 



	TO CABINET MEETING 

ON   11th APRIL, 2006



	TITLE :  Revisions to Salford City Council’s Corporate Complaints Procedure 






	RECOMMENDATIONS :  That Cabinet approve the Corporate                                         Complaints Procedure as revised



	EXECUTIVE SUMMARY :  Following the council’s CPA pilot inspection in July 2004 and subsequent work carried out by Internal Audit department, a number of improvements to the current Corporate Complaints Procedure and related processes were identified.  The main recommendations for improvements to the system are identified in the report.



	BACKGROUND DOCUMENTS :



(available for public inspection)

Corporate Complaints Procedure 

Salford City Council’s comments, compliments and complaints form



	ASSESSMENT OF RISK :
Low





	SOURCES OF FUNDING :
Existing Funds





	COMMENTS OF THE STRATEGIC DIRECTOR OF CUSTOMER AND SUPPORT SERVICES (or his representative)  N/A



	1. LEGAL IMPLICATIONS
	Provided by :
	Alan R. Eastwood

Deputy Director of Customer & Support


Services and City Solicitor

(Tel: No: (0161) 793 3000))

	2. FINANCIAL IMPLICATIONS
	Provided by :
	N/A

	PROPERTY (if applicable):  N/A



	HUMAN RESOURCES (if applicable):  N/A



	CONTACT OFFICER :
Alan R. Eastwood





Deputy Director of Customer & Support Services and





City Solicitor





(Tel: No: (0161) 793 3000))





	WARD(S) TO WHICH REPORT RELATE(S) :  ALL



	KEY COUNCIL POLICIES :
Complaints






	1.       Introduction

1.0 Salford City Council operates a Corporate Complaints Procedure which exists 

          for receiving and processing complaints from members of the public in respect 

          of all Council services.  The procedure became operational on 1st October 

         1993, and was revised in April 2000.  Following the council’s CPA pilot 

          inspection in July 2004 and subsequent work carried out by Internal Audit 

          department, a number of improvements to the current procedure and related 

          processes were identified.  The main recommendations for improvements to 

          the system were as follows:-

· The introduction of a corporate complaints monitoring system was needed in order to log all complaints made to the authority, both formal and informal.

· The authority should be able to demonstrate that complaints made by members of the public are monitored and do lead to service improvements.

· In order to ensure equality in service delivery, wherever possible the ethnicity of complainants should be identified.

· The ability for members of the public to submit complaints forms on-line should be provided.

2.        Corporate Complaints Monitoring System
2.0 On 3rd October 2005 a new computerised complaints monitoring system was  

           introduced across all directorates within the authority.  Prior to the introduction

           of the system there had been no single, corporate way of receiving, logging 

           and processing complaints. Given the variety of channels by which complaints

           can be made to the authority it is important that there is a system in place to 

           make the process as consistent as possible. 

2.1      The monitoring system has been implemented via the council’s Customer 

           Relationship Management (CRM) system – CITIZEN.  This system is 

           currently used by the council’s Customer Contact Centre and is also used to 

           monitor Freedom of Information requests made to the authority.

2.2 The new system will be used to record all complaints made to the council and 

           also contains a standard template for the processing of these complaints.  

           The system operates using a traffic light method and relevant timescales have

           been built into the system to identify the various stages of the complaints 

           process.  Standard letters are also included within the system which are 

           issued at relevant points during the process. 

2.3 It is also very important that the way complaints are handled by the council 

           can be monitored and audited.  The authority must be able to demonstrate as 

           part of the constant strive for improvement that complaints made to the 

           authority do have an impact on improving the delivery of services.  In view of 

           this, all correspondence in relation to the complaint will be copied and 

           retained for future scrutiny and a complete audit trail of all actions taken in 

           processing the complaint will be available.  Reporting mechanisms are also 

           being built into the system and it will therefore be possible for the council to 

           produce statistics on complaints received, including volumes and types of 

           complaint received.   By producing such reports, areas for service 

           improvement can be identified and the necessary actions taken.
3.        Revisions to Corporate Complaints System
3.0      In view of the introduction of the new computerised complaints system a small

           number of revisions to the corporate complaints procedure have been 

           necessary.  The main changes are as follows:-

· All complaints made to the authority must now be entered on to the corporate complaints system.  Relevant details must therefore be forwarded to Directorate Complaints Officers to be entered on to the new system.

· Where complaints relate to more than one Directorate a lead officer for the complaint will be designated by the recipient complaints officer.

· Assistance may be given to any complainant who has difficulty completing the relevant form.

· Previously all formal complaints were considered and responded to within 28 calendar days.  In order to comply with the new computerised complaints system which is also the same system used to monitor Freedom of Information requests this timescale has now been changed to 20 working days.

· An ethnicity monitoring form will accompany the final response to the complaint.

3.1 The full version of the Corporate Complaints Procedure can be located on the

           council’s intranet site at http://intranet.salford.gov.uk/customer/cust-
           complaints.

3.2 A further enhancement made to the complaints process has been the facility 

           for members of the public to submit an electronic complaints form on-line.  All

           on-line complaints are submitted to a centralised complaints mailbox which is 

           checked daily by Directorate Complaints Officers.  All complaints made via 

           this method are entered on to the corporate complaints monitoring system.

4.        Update of Council’s comments, compliments and complaints form
4.0      In light of the recent changes made to the corporate complaints system and 

           the strategic review of corporate governance the details contained within the 

           comments, compliments and complaints form were no longer accurate.

           The form and accompanying leaflet have therefore been revised to take into

           account the changes within directorate structures, the introduction of the new 

           computerised complaints system and the updating of the current procedure.  

4.1 An ethnicity monitoring form has also been incorporated within the new version of the leaflet.  Copies of the new leaflet have been circulated 

           throughout directorates.  Posters advertising that the council welcomes 

           feedback and views from members of the public have also been distributed

           for display in reception areas and areas accessible to the public.

4.2 To further publicise the new complaints system and changes to the process 

           for registering complaints an e-mail has been issued to all council staff.  To 

           promote the council’s Corporate Complaints Policy to members of the public 

           details will be publicised in a future edition of the councils Life IN Salford 

           magazine.





