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Update on Revised Corporate
Complaints Policy & Procedure

Adjudication and Review - 21t April 2015

Gill Hiscox

Questions arising from the Review

» What is our definition of a complaint?
» How can we
» ensure robust complaint statistics?
» reduce duplication of complaints?
» improve the customer experience?
» get more right, first time, most of the time?
» reduce time through our complaint stages?
> derive better learning from the process?
> reduce the cost to the Authority?
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All about improvement

» Outcomes more than percentage to time

» Do we make the most of free consultancy?

» How can we gain from the real cost of complaints?

» Can we reduce the cost of complaints?

> Identifying weaknesses, trends, failings, good practise
» Customer expectation

» Council’s reputation

Defining what is NOT a complaint

Issues present as complaints when they are better dealt
with outside the complaints procedure.

Service failure: missed bin collection, streetlight out,
pothole to report, repair needed. REPORT IT on line

Enquiry: traffic excessive, request for new road markings,
tap not working in Council house, noisy neighbours
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Reminder of our review

» Lack of clarity

» Duplications of complaints

» Recording of complaints

» Stages — specified but not understood and no
compliance

» Email bombardment

» Overall time taken from initial complaint to
Members' Review

» No systematic means of lessons learned

Definition of a Complaint

“... any expression of dissatisfaction about the Council's
provision of, or failure to provide, a service for which it has
responsibility and when it has not put right any service
failure in a reasonable timescale.”

This includes service failures that have not been rectified
promptly or are repeated failures.
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Why a form and why no e mails when so convenient?

"I know that you believe you understand what you think |
said, but | am not sure you realise that what you heard is not
what | meant”.

» Clarity on issue and redress expected

» Captured and logged

» Trends - service failure, attitude of staff etc.
> Separating the emotion from the complaint
» Avoiding e mail bombardment
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Make a complaint

Complaint detalls
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Portal Benefits
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Quality, Clarity and Accountability

Acknowledgement
»Referenced ENQ number, initials of staff
» Confirmation of receipt and understanding
»Council's investigation of issue, customer's
expectation of redress
»Name of the officer investigating
»Date by which the customer can expect a
response
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Examples from forms received
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Final response, your complaint, our
investigation

* What we looked at and what we found
= Our conclusions and evidence for them
Plain language, easily understood by the layman
«  Well written, grammalically correct and well punctuated
«  Written with sensitivily
= Accountability
+ Our desire lo improve......

"To help us 1o Improve our service to you, please complete our customer
satisfaction questionnaire online www.havering.gov.uk/complaints”
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The Stages

Stage 1 - Service Lead (operational manager) 15 working days
Stage 2 - Chief Executive (engaging HOS) 20 working days

Stage 3 - Member Review Panel one calendar month - (come
back to this later)

One response at each stage
16+ 20 + 31 = 78 days
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. ) Next Steps
Management Information & Audit P
» Keep on top. Keep promoting. Raise expectation on staff.
gy sxomupas | polypien Promote on-line. Reinforce process. Train on quality.

- : » Management information. What does it tell us?
%2 T — N v > Six week review with staff. Problems and how to resolve

i o them.
T — v

» Four - six month audit of quality, compliance and
accountability
» Management review and action
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Where does that leave Adjudication & Review

» Don't know yet!

> Will need to review Stage 2 to Stage 3 with Members of
Adjudication and Review

» Current experience on Stage 2: 5 cases (but only 1, clock
stopped pending customer response to proposed action)

» Real Stage 2 complaints and what will happen
» On receipt, judgement
» Notify Grant to identify which pre-booked potential date
» Look at previous paperwork, have we failed? Where
have we failed? What should we do about it?
» Do we have sufficient clarity
» Do we know the customer's expectation
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Stage 3 — what we think may happen

> Stages 1 and Stages 2 should have clarity

» No need for resubmitting the complaint

> MRP date already in diaries

» Dem Services notified on receipt of Stage 2 potential case
» All information will be readily available to Members

» Members' Review of Stage 3, when we know:
> the effect of Stage 2
» the numbers coming through
» how the timing works (31 calendar days)




