
Report of Customer and Support Services Overview and Scrutiny.



Title:  Meeting 27 October 2008

Recommendations - None
Actions - None

EXECUTIVE SUMMARY: 

This report concerns the matters considered by C&SS scrutiny on Monday 27 October 2008. Issues considered were: 

1. Annual Ombudsman’s Report and Letter.

2. Corporate Complaints System.

3. Half Yearly Reports.

BACKGROUND DOCUMENTS: These can be found on SOLAR

_____________________________________________________________________

SOURCE OF FUNDING:

Not applicable

______________________________________________________________________

CONTACT OFFICER:  Karen Lucas, Senior Scrutiny Support Officer


Tel: 793 3318   E-mail: karen.lucas@salford.gov.uk

______________________________________________________________________

DETAILS

Members Attendance

	Councillor
	May
	June
	July
	Aug
	Sept
	Oct

	Cllr Turner
	(
	(
	R
	(
	(
	

	Cllr Dawson
	(
	A
	E
	(
	(
	

	Cllr Jane Murphy
	(
	(
	C
	(
	(
	

	Cllr Compton
	(
	(
	E
	A
	(
	

	Cllr Dobbs
	A
	(
	S
	A
	(
	

	Cllr Miller
	(
	(
	S
	(
	A
	A

	Cllr Cooke
	(
	(
	
	A
	(
	A

	Cllr B Lea
	(
	(
	
	A
	A
	A

	Cllr Cheetham
	(
	(
	
	(
	(
	

	Cllr Deas
	(
	(
	
	(
	A
	


A – Apologies received.

Invitees: Anthony Rich.
Apologies received from Martin Vickers.

4. There were no interests to declare from the members of the committee.

5. There were no questions from members of the public.

6. Annual Ombudsman’s Report and Letter.

The letter has already been reported to full Council in September 2008.
The report provides an overview on activity for the period March 20 – 30 September 2008.

There has been a slight drop in referrals, a significant decrease in premature cases and a significant decrease in the initial substantive response to the ombudsman.

As previously there have been no maladministration findings. 
Councillor Jane Murphy felt that there are too many complaints about housing.

With regards to ALMOs, they are classed as an independent organisation therefore do not come under the jurisdiction of the City Council with regards to complaints.
Anthony highlighted the excellent support provided by Claire Hoult and Kathryn Roberts; members asked Anthony to pass on their thanks.
Members acknowledged the sad loss of Joan Creswell. 

7. Corporate Complaints System.

The report provided by Anthony Rich covers the first 6 months of the new corporate complaints, compliments and comments system.
Whether a service user makes contact by phone, letter or email the complaints are captured within the council’s ‘Citizen’ client relationship software.

During the first 6 months 7,548 contacts were recorded. Anthony highlighted as with any new system there will be variations in recording and classification of data, therefore caution needs to be exercised with the figures. Work is underway to resolve this issue.
The complaints officer network meets on a monthly basis and involves partner agencies i.e. City West. Anthony was unable to say how many complaints the group have dealt with; scrutiny support to gain the information from committee services. 
The system is not presently able to interrogate information via postcodes for use by Local Partnership Development Groups. The initial priority is to improve the capture of data.

There may be a possibility that the system could provide evidence for Councillor Call for Action when referred to scrutiny.
8. Half Yearly Reports.

5.1 Customer Services.

Members asked for further information pertaining to collections and write offs in the form of a table (per year and to include budgeted collection expected and actually collected each year). Members asked if the information shared with Lead Member would suffice – scrutiny support to clarify.
This information is required for council tax, business rates, housing benefit, sundry debtors and housing rents.

Councillor Cheetham queried the net collectable debit of 78,096 572 which differs from the amount shown on the leaflet that went out with the council tax bill. Scrutiny Support to clarify.

Write offs are being considered at the February 2009 meeting. However members asked if the information requested above would be made available prior to the meeting, as it will help to inform the process. Scrutiny Support to liaise with officers.
5.2 Law and Admin.

No queries raised. Progress noted by members.

5.3 ICT Services. 

No queries raised. However, members noted the increase in workload due to various initiatives throughout the council and acknowledged the support provided by staff in ICT Services.
9. Report from previous meeting.

Agreed.

To include Councillor Deas apologies for the September meeting.
10. Work programme.

Agreed.
11. Forward Plan

No issues raised.

 The next meeting will be held on Monday 24 November 2008.
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