ITEM 5

REPORT OF THE STRATEGIC DIRECTOR FOR CUSTOMER AND SUPPORT SERVICES

TO 

  CUSTOMER & SUPPORT SERVICES SCRUTINY COMMITTEE

Monday 28th April 2008

UPDATE ON COMPLAINTS HANDLING – APRIL 2008
RECOMMENDATIONS:

(1) That members note the contents of this report.

EXECUTIVE SUMMARY:

This report covers the functioning of the first 6 months of the new consolidated complaints, compliments and comments facility

BACKGROUND DOCUMENTS:  None

ASSESSMENT OF RISK:


Improved corporate learning from complaints will increase efficiency and reduce risk of service failure

SOURCE OF FUNDING:
N/A 
COMMENTS OF THE STRATEGIC DIRECTOR OF CUSTOMER & SUPPORT SERVICES (or his representative)

1.
Legal implications:


N/a

2.
Financial implications:

N/a

3.
ICT Steering Group implications:
N/a

PROPERTY:




N/a

HUMAN RESOURCES:
N/a

CONTACT OFFICER:
Anthony Rich Tel 
793 3000

KEY DECISION:

N/a

WARDS TO WHICH REPORT RELATES:
All Wards

KEY COUNCIL POLICIES:


The 7 pledges, Best Value, Performance Management

DETAILS
The new Corporate Complaints Service has now been in place for some six months.

Although there is a dedicated telephone number for complaints, compliments, comments and requests for service the aim remains to ensure that whatever route the service user adopts the complaints are captured within the Council’s  “Citizen” client relationship software.

During the first six months Citizen rcports 494 informal complaints, 273 formal complaints, 5 complaints sponsored by a Councillor, 50 compliments, 2,803 requests for service, 1,486 comments and, 2,437 uncategorised contacts making a total of 7,548 contacts recorded in the period.

As with any newly instituted system caution should be exercised with these figures as there will be variations in local practise as to the classification and recording of data which we are working hard to resolve.  By way of comparison one Directorate reported a total of 11 contacts through the system, another over 4,000.

At this stage the anecdotal evidence gives a clearer indication of how matters are progressing.

The Complaints Officers meet monthly and report that the system is working well and is leading to a drop in a number of written complaints. 

Problems were reported by those with most customer contact at the volume of requests of the service, such as a ‘missed bin’. Simple requests for service without any request for a apology or explanation may therefore be escapimg the system.

A significant number of lessons are being learned and reported back to Directorate and Divisional management teams.  The database records lessons being learned in 407 cases.

Whilst the data from Citizen suggests complaints are mostly being turned round within 10 days the data is not yet sufficiently robust to allow this to be reached as a formal conclusion, although this conclusion is consistent with the drop in complaints prroceeding to a formal stage reported by Directorate Complaints Officers. 

The reduction in premature complaints received by the Ombudsman, and drop in response times to those that remain (see separate report), also suggests  that the new system is working well in ensuring complaints are being effectively addressed eartlier and is having a beneficial effect “downstream”.
Future Work
Work in hand to improve the system include:-
· Ensuring more consistent and reliable data capture and processing

· Developing better reporting systems to exploit learning from the new system

· Ensuring better tracking and reporting of “Councillor sponsored” complaints

· Addressing the impact on resources of a more accessible complaints system.
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