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Corporate Complaints 2015/16

Summary
Stage 1 requests 2328
Completed in time 2072 (89%)
Escalated to Stage 2 62 (2.6%)
Completed in time S5 (89%)
Escalated to Stage 3 2 (3.2%)
Completed In time .2 (100%)

* Piease sue Appandix 1 for more a detalled breakdown
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Corporate Complaints (by month)
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*  There was a large increase in complalnts ki the early part of the yesr, dise ta the bedding In of the new
omplaints process, and clarification on what should be clagsitied a3 & comglaint
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Corporate Complaints Completd (%) within timescale
April 2015 to Maich 2018
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Corporate Complaints Completed
Stage 1 Performance (under new process}
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Corporate Complalnts Completed
Stage 2 Performance {under new pracess)
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LGO Activity

*  In October 2015 the LGO activity moved to the CMT Support team
*  Between 1% October and 315 March the Council has had 30 contacts
from LGO and HO
*  Of those 30;
* 23 were decisions {12 cases closed after initlal
enquiries}
« b are stlll waiting Ombudsmen decislon
*  1caseis with the Service area for information
* 9 were complalnts that had been through the Councll's
new Corporate Complaints procedure

*  See Appendix 2 for additional breakdown
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Audit Comparison between Q1 & Q4
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What Next?

Continue to work with service areas and particularly on
lessons learned

CRM Outcomes changed to reflect more accurate recording
Process for online form linked into CRM ongoing

Complaint Forum for staff — supported by a Yammer Group
Continue to identify and challenge through audit following a
revision to the Audit tool

Review the Corporate Complaints Policy in October
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Summary of Stage 3 Complaints Outcomes
Stage 3 - Complaints Logged 1 I I
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Complaints determined:
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