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Southend-on-Sea Borough Council 
 

Report of the Chief Executive 
to 

Cabinet 

On 

7th November 2017 
 

Report prepared by: 
Val Smith – Knowledge and Information Manager 

Charlotte McCulloch – Customer Service & Complaints Manager 
Michael Barrett – Complaints Officer 

 

Annual Report – Comments, Complaints and Compliments – 2016/17 

All Scrutiny Committees 
Executive Councillors: Councillors Courtenay, Cox, Lamb and Salter,  

A Part 1 Public Agenda Item.  

 

1. Purpose of Report 
 
1.1 This report is to: 

 

 Fulfil the Council’s statutory duty to produce an annual report on compliments 
and complaints received about its Children and Adult social care functions. 

 Provide performance information about comments, complaints and compliments 
received across the Council for 2016-17 

 Fulfil the duty of the Monitoring Officer to report to members on the findings of 
certain Local Government Ombudsman investigations  

 Seek agreement for minor updating of the Corporate comments, complaints and 
compliments process 

 Contribute towards the Council’s values to be open, honest and transparent. 
 
2. Recommendation 
 
2.1. To note the Council’s performance in respect of compliments, comments 

and complaints for 2016-17 and to refer each separate report to the 
respective Scrutiny Committee.  

 
3. Background 
 
3.1. Legislation requires that statutory processes are in place to deal with complaints 

relating to children and adults social care, to advertise that process and produce 
annual reports.  

 
3.2. As the statutory process requires the Children and Adults’ Social Care reports to 

be shared with the Care Quality Commission and the Department of Health this 
necessitates three separate reports for the Council, including a separate report on 
the Council’s corporate comments, complaints and compliments process.   
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3.3. The latter encompasses the Monitoring Officer’s duty under section 5(2) of the 
Local Government and Housing Act and the Local Government Act 1974 to report 
to members a summary of the findings of the Local Government Ombudsman. 

 
3.4. Details of performance are contained in the respective reports under: 
 Appendix A – Compliments, Concerns and Complaints – Adult Social Care 

Services. 
 Appendix B – Compliments and Complaints – Children’s Social Care Services.  
 Appendix C - Corporate Comments, Complaints and Compliments and Monitoring 

Officer report.  
 
3.5. The table below sets out a comparison of the total number of complaints received 

for the previous three years by Department.  
 

As can be seen, the figures reflect a steady upward trend in the number of 
complaints being received by the Council. 

 
The largest increase in volume was in the Department for Place and was as a 
result of a peak in complaints over a 3 month period following major alterations to 
refuse collection days. 

 
3.6. Comments and compliments are also received, with numbers shown below.  
 

Department 2013/2014 2014/2015 2015/16 2016/17 

Department of the Chief Executive 1694 1326 1673 1301 

Department for People (including 
statutory) 

521 474 416 302 

Place 288 222 337 838 

Grand Total 2503 2022 2426 2462 

 
 The largest increase in volume was in the Department for Place and resulted from 

a large number of comments about alterations to refuse collection days. 
  

Department 2013/2014 2014/2015 2015/16 2016/17 

Department of the Chief Executive 44 43 66 54 

Department for People (including 
statutory) 

227 246 304 326 

Department for Place 375 376 351 486 

Public Health 0 0 1 0 

Grand Total 646 665 722 777 
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4. Lessons Learnt and Service Improvements 
 
4.1 Whilst responding to feedback in a timely manner it is important for Council 

services to reflect on lessons learnt and improving outcomes.  This is recognised 
by the Local Government Ombudsman’s principles of good complaints handling of 
being customer focused, putting things right and seeking continuous improvement.   

 
Examples of service improvements undertaken throughout the year as a result of 
customer feedback include: 

 

 Individual complaint findings being fed directly into the review of anti-social 
behaviour service provision 

 Website content with advice for those with suicidal thoughts, training being 
commissioned for staff who may interact with customers with suicidal 
thoughts 

 The introduction of an independent formal Subject Access Request review 
process for customers who feel they have not been supplied with all relevant 
information 

 Guidance for Housing staff regarding housing applicants with overnight care 
and for certain applicants for housing who have a previously un-discharged 
main homelessness duty 

 Improved explanatory information for customers about charges for adult 
social care 

 Introduction of real-time alerts for missed adult social care appointments 

 Staff reminded to involve both parents when concerns about a child are 
raised 

 Staff reminded to ensure families are told of changes to their child’s social 
worker  

 
More detailed examples are contained in App A (Appendix 8), Appendix B 
(paragraph 12) and Appendix C (para 4.7).  

 
5. Future developments 
 
5.1 In the process of preparing this report, informal discussions were held with a 

number of senior officers to identify changes which might be necessary to the 
complaints procedures. 

 
5.2 It is intended that there will be changes to the level within the organisation at which 

responsibility for complaints responses within the corporate non-statutory 
procedure will lie. In future, this will be as follows: 

 Stage 1 response – Supervisor, Team Leader or similar 

 Stage 2 response – Group Manager or Director 

 Stage 3 response – Chief Executive or Deputy Chief Executive and Leader or 
Deputy Leader 

 
This will better reflect the current senior management structure and will provide 
more flexibility within the process, aiming to avoid the delays which can occur at 
peak times or in periods of absence. 
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5.3 To ensure quality of response, those unfamiliar with the role will receive 

appropriate training and guidance before taking on the responsibility. 
 
5.4 It is recognised that more effective and contemporaneous use could be made of 

insight from complaints. Data will in future be analysed to a greater extent and 
more frequently to learn lessons, identify areas of concern and improve service 
delivery. 

 
5.5 To recognise a change in methods of communication, the corporate non-statutory 

procedure will be expanded to include complaints received over Social Media. Any 
response to such a complaint will however be routed through more conventional 
channels. The procedure will in future also include any complaints regarding the 
standard of spoken English of frontline staff. This is to comply with the Code of 
Practice on the English language requirements for public sector workers (Part 7 of 
the Immigration Act 2016). 

 
5.6 The review highlighted that a small number of customers are behaving in an 

unreasonable manner when interacting with the Council. This might be abusive, 
threatening or offensive in nature or overly frequent contact which inhibits the 
Council’s ability to carry out essential work. 

 
5.7 Although this applies to a minority of customers, such contacts can result in a 

disproportionate uptake of Council resources and may be distressing to the parties 
concerned. For this reason guidance on how the Council will respond to 
unreasonable complainant behaviour will be produced. In the interest of 
transparency, it will be published on the Council’s website. 

 
5.8 In a separate matter, the Local Government Ombudsman service has recently 

renamed itself as the Local Government and Social Care Ombudsman. This is to 
better reflect their jurisdiction over all registered social care providers and their 
ability to investigate complaints about care funded and arranged privately, as well 
as that arranged through local authorities. 

 
6. Corporate Implications 
 
6.1 Contribution to Council’s Vision & Corporate Priorities  
 

Customer feedback and complaints management is directly relevant to the 
Council’s corporate priorities to deliver strong, relevant and targeted services that 
meet the needs of our community. This remains important in the coming years as 
budget constraints continue to impact on service delivery.  

 
6.2 Financial Implications  
 

The commissioning of independent people to deal with children’s stage two 
statutory complaints incurs additional cost. The continued decrease in stage 2 
complaints this year has reduced the costs of investigations. The use of mediation 
and early intervention within all the processes is used in an effort to restrict the 
number of complaints escalating, limiting the amount of officer time spent on 
complaints as well as improving the outcome for the complainant.  
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In 0.5% of complaints, payments have been made to customers to recognise 
difficulties they have experienced when interacting with the Council. Separately, in 
the course of investigating complaints, monies found to be owed to complainants 
has been paid. All payments made are within the existing budgets of Council 
Departments. 

 
6.3 Legal Implications 
 

These reports ensure compliance with statutory complaints processes and 
reporting obligations. 

 
6.4 People and Property Implications  
 

People and property implications are considered through the Council’s normal 
business management processes.  

 
6.5 Consultation 
 

The Advocacy Services and Representations Procedure (Children) (Amendment) 
Regulations 2004 confer a duty on local authorities to provide information about 
advocacy services and offer help to obtain an advocate to a child or young person 
wishing to make a complaint. All children and young people wishing to make a 
complaint are offered the services of an advocate.     

 
6.6 Equalities and Diversity Implications 
 

All three processes are receiving feedback from customers from Southend 
communities including minority groups. Similarly, alternative approaches to 
facilitate complaint resolution are offered including advocacy and meetings. 
 
Corporate equalities considerations continue to be part of the process. 

 
6.7 Risk Assessment 
 
 Processes are reviewed periodically and reduce any risk which could adversely 

affect the Council’s reputation in the community and reduce public 
trust/satisfaction. Whilst an anticipated increase in complaints did materialise after 
2013, notably in respect of services delivered corporately, the number recorded is 
still significantly less than the 1100 reported for 2009 at the beginning of the 
revised process.  

 
6.8 Value for Money 
 

Early resolution of complaints, together with learning lessons from the process, 
contribute to service improvements and getting things right first time.   

 
6.9 Community Safety and Environmental Impact Implications 
  

The process is implemented to ensure both community safety and effects on the 
environment are fully considered. 
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7. Background Papers 
 
 None 

 
8. Appendices 
 

Appendix A - Compliments Concerns & Complaints received throughout 2016/17 
for Adult Social Care Services 

Appendix B - Compliments and Complaints – Children’s Social Care 2016/17 
Appendix C - Corporate Comments, Complaints and Compliments – 2016/17  
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Appendix A 
 

Compliments Concerns & Complaints received throughout 
2016/17 for Adult Social Care Services 
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Southend-on-Sea Borough Council 
 

Report of Deputy Chief Executive (People) 
to 

Cabinet 

on 

7 November 2017 
 

Report prepared by: Charlotte McCulloch 
 

Compliments Concerns & Complaints received throughout 2016-17 
for Adult Social Care Services 

People Scrutiny Committee – Executive Councillor: Lesley Salter 

A Part 1 Public Agenda Item 

 
 

1. Purpose of Report 
 
1.1 To discharge the local authority’s statutory duty to produce an annual report on 

compliments concerns and complaints received about its adults’ social care 
function throughout the year.   

 
1.2 To provide statistical and performance information about compliments concerns 

and complaints received throughout 2016/2017.   
 
2. Recommendation 
 
2.1 That the Department’s performance during 2016/2017, and comparison to the 

previous three years be noted. 
 
2.2 That the report be referred to the People Scrutiny Committee for detailed 

examination. 
 
3. Background 
 
3.1 This is the eighth Annual Report following the changes to the legislation 

governing the statutory complaints process for adult social care services. The 
Local Authority Social Services and National Health Service Complaints 
(England) Regulations 2009 came into force on 1 April 2009 and created a single 
process for health and social care services.  With the increase in integrated 
services, the single process makes it easier for patients and service users to 
make complaints and allows them to make their complaint to any of the 
organisations involved in their care.  One of the organisations will take the lead 
and co-ordinate a single response. 

 
3.2 Strong working relationships have been established with complaints colleagues 

within the Health organisations in the area.  This, together with a joint protocol 
agreed by the Essex Complaints Network, has made it easier for people making 
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complaints that span Health and social care services.    In 2016/2017 there were 
0 joint complaints. 

 
3.3 The new process is based on the principles of the Department of Health’s 

Making Experiences Count and on the Ombudsman’s principles of good 
complaints handling: 

 Getting it right 

 Being customer focused 

 Being open and accountable 

 Acting fairly and proportionately 

 Putting things right 

 Seeking continuous improvement. 
 
3.4 There is a single local resolution stage that allows a more flexible, customer 

focused approach to suit each individual complainant.  At the outset, a plan of 
action is agreed with the complainant to address their complaint.   Amendments 
to the plan can be agreed at any stage of the process.   

 
3.5 The regulations do not specify timescales for resolution and a date for response 

is agreed and included in each plan.  Response times are measured against the 
agreed dates in the plans.  

 
3.6 When the local authority believes that it has exhausted all efforts to achieve a 

local resolution, and the customer remains dissatisfied, the next step is referral to 
the Local Government Ombudsman.   

 
 
4 Compliments; concerns and comments received in 2016/2017 
 
4.1 Compliments are a very important feedback and motivational tool and members 

of staff are encouraged to report all compliments they receive to the Customer 
Services Manager for recording.  All compliments are reported to the Group 
Manager of the Service to pass on their thanks to the staff member and the 
team. This practice has been well received by staff.  Data gathered from 
compliments are used to inform commissioning decisions of the authority. 

 
4.2 Adult and Community Services received 269 compliments about its social care 

services in 2016/2017.   
 
Table to show the number of compliments received in 2016/2017 and a 
comparison with previous three years 

 

Apr 13- Mar 14 Apr 14 – Mar 15 Apr 15 – Mar 16 Apr 16 – Mar 17 

Number Number Number Number 

470 407 341 269 

 
There has been a decline in the number of recorded compliments received, however we 
are unable to ascertain why this is the case. It could simply be that compliments are not 
being passed to the Complaints Team to be formally logged.  
 
Examples of the types of compliments received can be found in Appendix 1 
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4.3 The current regulations require the local authority to record concerns and 
comments as well as complaints.  Some people wish to provide feedback to help 
improve services but they do not wish to make a complaint, and this process 
facilitates that. 

 
4.4 Adult and Community Services received 3 concerns about its social care services 

in 2016/2017. Of these, 2 were regarding commissioned homecare services and 
1 was about an internal service provided directly by Southend Council.   

 
4.5 All concerns and comments are considered to identify areas for improvement and 

responses are made where appropriate or requested. 
 
5 Complaints received in 2016/2017 
 
5.1 Adult and Community Services received 190 complaints about its social care 

services in 2016/2017.  74 of which were about internal services provided directly 
by Southend Council, and 116 were about services supplied through externally 
commissioned providers (domiciliary care & residential care) 
 

Table to show the total number of complaints received during 2016/2017 and 
comparison with previous three years 
 

Apr 13 – Mar 14 Apr 14 – Mar 15 Apr 15 – Mar 16 Apr 16 – Mar 17 

Number Number Number Number 

136 166 176 190 

 
This represents an overall increase of 8% in the number of complaints received 
during the previous year, and a 40% increase in the last 4 years. 
 
There has been an increase in complaints year on year and 190 complaints 
represents 6.6% of the number of service users receiving support throughout 
the year. 
  
The main increase in complaints this year has been seen within the 
commissioned services with an increase from 101 in 2015/16 to 116 in 2016/17, 
an increase of 14.8%.  
  
Complaints about domiciliary care = 107 (56% of all complaints received in 16/17) 

Complaints about Residential care =  9 (4.8% of all complaints received in 16/17) 

 
Our Contracts Team and Complaints Team continue to work with the residential 
and domiciliary care providers to address issues and effect improvements 
around complaints handling. 
 
Complaints about internal services have remained level, with 75 in 2015/16 and 
74 in 2016/17 (39% of all complaints received in 2016/17) 
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5.2 Appendix 2 shows complaints by internal and commissioned services.  
Appendix 3 shows the number of complaints received about internal services by 
team. 
Appendix 4 shows the number of complaints by service user group.  The 
majority of complaints (161) were received about services to older people.  This 
is the largest service user group and the 161 complaints represent 7.8% of the 
number of older people who receive services from the department.   
 

5.3 Southend Borough Council commissions Essex Partnership University Trust 
(EPUT, formally known as SEPT) to provide its mental health and substance 
misuse services and EPUT received 12 complaints from Southend clients. 4 
were not upheld, 1 was upheld, and 6 were partially upheld. Also 1 was not 
investigated due to information not provided by the complainant. These were 
dealt with by EPUT and are not included in the figures in the table in section 5.1 
above. 
 

5.4 Under the current regulations, any complaints received verbally and resolved to 
the complainant’s satisfaction within 24 hours do not have to be recorded as 
complaints.   

 
6. Complaints subject to independent investigation 

 
6.1 An independent investigation is an option for reaching a local resolution but it is 

not an automatic progression. Action taken to address a complaint will be 
discussed with the complainant at the outset and the primary aim is to find a 
resolution but action must be proportionate.  

 
6.2 There were no independent investigations in 2016/2017. An independent 

investigation can be costly and it is to everyone’s advantage if staff can resolve 
complaints satisfactorily without them. 
 
Table to show the number of complaints subject to independent investigation, 
and as a percentage of the total number complaints during 2016/2017, and 
comparison with the previous three years. 

 

Apr 13 – Mar 14 Apr 14 – Mar 15 Apr 15 – Mar 16 Apr 16 – Mar 17 

Number Number Number Number 

0 (0%) 0 (0%) 0 (0%) 0 (0%) 

 
6.2 Other ways used to resolve complaints include: 

 Written response/explanation  

 Acknowledgment if there has been a failure 

 Apology  

 Change to service 

 Mediation/conciliation 

 Meeting 

 Internal review 

 Redress 
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7     Complaints referred to the Local Government Ombudsman 
 
7.1 There were 5 social care complaints considered by the Local Government 

Ombudsman in 2016/2017. 
 
7.2 One complaint was referred to the LGO, they found a minor fault and we agreed 

to apologise to the complainant.  
 
7.3 One complaint was referred to the LGO, following an investigation no fault found  

 
7.4  Three complaints that were referred to the LGO and following an investigation 

did find fault with SBC. Apologies were sent to the complainants and 
amendments were made to financial information provided. 

 
8 Response times  
 
8.1 Adherence to response times is measured by compliance with the agreed dates 

set out in the individual complaints plans.  There is no statutory requirement with 
regards to response timescales, however we recognise the importance of trying 
to achieve a speedy resolution to complaints and generally aim to resolve 
complaints within 10 working days.  Depending on the complexity of the 
complaint raised, agreement is made with complainants on an acceptable 
timescale for a response 
 

8.2 104 complaints were responded to within the timescales agreed locally between 
the complaints service and the complainant. This represents 54.7% of 
responses made. 
  

8.3 Of the 86 not responded to within the agreed timescale, 49 were attributed to 
our contracted care providers.  Our Contracts Team and Complaints Team 
continue to work with our commissioned providers to address this issue and 
effect improvements around complaints handling. A target has been introduced 
and their performance will be discussed with each provider at their quarterly 
contract review meetings.   
 

8.4 Compliance with response times is shown at Appendix 2 
 
 
9 Types of issues raised 
 
9.1 The bar chart at Appendix 5 shows all the issues split between internal and 

commissioned services.   
 
9.2 Overall, the top 5 issues were: 
 

I. Missed Calls 
II. Late Calls 
III. Communication/ Consultation 
IV. Quality of Service 
V. Conduct/Behaviour of Staff 
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10 Outcome status of complaints (upheld; partially upheld; not upheld) 
 
10.1 190 complaints received refer to 223 issues which were reported and responded 

to.  96 were upheld; 34 were partially upheld; 85 were not upheld; 14 were 
unable to reach a finding; 3 were not progressed and 1 was not responded to by 
the provider; this was addressed with the provider with a re-imbursement 
resolution for the complainant. 
 

10.2 Overall the number of complaints upheld or partially upheld has remained the 
same at 58% for both 2016/17 and 2015/16. 
 

10.3 Tables at Appendix 7 show outcomes of the main issues in internal, homecare 
and residential complaints.  There has been increase in complaints upheld or 
partially upheld regarding missed and late home care calls from 40 in 2015/16 to 
55 in 2016/17 and there remains the challenge by many providers to recruit and 
retain good quality care staff.  Work continues with providers to develop the 
existing electronic systems to give real time alerts to providers to enable a 
proactive approach to delivering care. 

 
11. Monitoring & Reporting 
 
11.1 Statistical data regarding complaints about our commissioned home care 

providers are provided quarterly to inform the Contract Monitoring Meetings. 
 
11.2 Complaints are monitored by the Complaints Manager for any trends/emerging 

themes and alerts the relevant service accordingly.  
 
11.3 Complaints information is fed into the monthly operational meetings where issues 

regarding providers are shared.  This is to ensure that a full picture is gathered 
regarding the providers service delivery and indentify any concerns or trends that 
may be emerging. 

 
12  Learning from Complaints 

 
12.1 The Council continues to use complaints as a learning tool to improve services 

and to plan for the future.  Local authorities are being asked to show what has 
changed as a result of complaints and other feedback that it receives. 

 
12.2    Improvements have been categorised under the following headings:  
 

- Improved process 
- Increased awareness of improved outcomes for Adults 
- Increased staff awareness/training 
- Improved conduct of staff 
- Improved performance of provider  
 
Examples of improvements made as a result of complaints are shown in 
Appendix 8.   
 

12.3 Complaints about communication are a reoccurring theme for internal services 
and whilst they are not particularly high in proportion to the number of service 
users being dealt with on a daily basis, this is the most common issue.  The 
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Complaints Manager continues to work with the Service Managers & Team 
Managers on identifying ways to improve client satisfaction with all channels of 
communication. 
 

13. Corporate Implications 
 
13.1 Resource Implications (Finance, People, Property). 
  
  If resolutions are not found at an early stage and there are undue delays, 

compensation may have to be paid to acknowledge the time and trouble that the 
complainant has expended.  

 
 In some cases, the initial input in terms of staff time to find a resolution through a 

meeting/conciliation may be quite intensive but where the complainant has an 
ongoing relationship with the service, it can save resources in the long term.  

 
13.2 Contribution to Council’s Vision & Critical Priorities 
 

A robust and responsive complaint handling process adds to the public’s 
confidence and satisfaction with the way they are dealt with by the local authority 
when they have concerns to raise.   
 
Effective complaints handling and a well advertised procedure contributes to the 
corporate priorities: 

 

 EXCELLENT - Work with and listen to our communities and partners to 
achieve better outcomes for all 

 SAFE - Look after and safeguard our children and vulnerable adults 
 

 
13.3 Equalities and Diversity Implications 
 

All those involved in dealing with complaints are mindful of 
ensuring a consistent approach with all complainants in line with Equalities 
principles. 
 

13.4   Value for Money 
 

Some complaints may have elements where improvements may be made to 
ensure value for money. 

 
13.5 Community Safety Implications 

 
Some complaints may have elements where improvements may be made to 
ensure community safety. 
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14. Background Papers 
 

Complaints papers are kept by the Customer Services & Complaints Manager.  
Data about individual compliments concerns comments and complaints are held 
electronically. 

 
15. Appendices 
 

Appendix 1 Examples of complimentary comments received regarding 
Internal teams  

Appendix 2 Number of complaints by internal and commissioned 
services (residential & homecare) 

 Compliance with response times 
Appendix 3 Internal service complaints by team  
Appendix 4 Commissioned and internal service complaints by service 

user group 
Appendix 5 Issues raised in complaints 
Appendix 6 Issues outcomes split between internal and commissioned 

services 
Appendix 7 Outcome status of the top issues split between internal; 

homecare and residential care complaints 
Appendix 8 Examples of learning/service improvements 
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Appendix 1  
 
 

Compliments received 2016 -17 
 
Some examples from the 269 compliments received about Southend Council’s 
Internal Services :- 

 

Superb service given all round, Supply of equipment quick & well designed. 
Glynns professional attitude & caring empathy exceeded all I expected. 

Thanks again 

~ 

To All Staff at Priory House; I would just like to thank all the management & 
staff for the love & care you showed my mother while she was under your 

care. I know my mother was happy & contented living at Priory in her twilight 
years 

~ 

Firstly I would just like to thank you for all that you did for xxx and the 
kindness and compassion that you extended to her. You have been an 

enormous help during a very difficult time and I have really appreciated your 
help and guidance and nothing was too much trouble, that meant a lot. Once 

again my sincere thanks for all that you have done. 

~ 

Both Sue & Rob were brilliant. Could not have been kinder or more helpful & 
efficient. We are very grateful to them 
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Appendix 2 
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Appendix 3 
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Appendix 4 
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Appendix 5 
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Appendix 6 
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Appendix 7 
 
 
 
 
 
 

Top issues complained about 
     

      SBC - Internal Service Upheld P/upheld not upheld 
 

 

Communication/consultation 6 5 8    

Invoice Query 5 2 6    

Conduct/behaviour of staff 2 3 6    

Outcome of decision/assessment 1 1 8    

      

Commissioned Services (Homecare & Residential) Upheld P/upheld not upheld 
Unable to reach a 

finding 
Not 

progressed 

Missed calls 26 3 8     

Late calls 24 2 3   1 

Quality of Service 4 7 4 3 1 

Conduct Behaviour of staff 2 2 3 4   
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Appendix 8 
 
 

Issue 
 

Improvements 

Concern about letters sent via finance, 
outlining the hourly charge for care.  The 
letter did not make it clear that the hourly 
charge was per carer.   
 

Updated to letter to make the charges clearer, that if a service user was receiving 2 
carers then the hourly charge would be per carer. 

Issue with the number of missed calls or late 
calls. 
 
 

Trial of real time alerts on the electronic call monitoring system (CM2000) this 
meant the care provider could identify where calls have not been made, and be 
pro-active in making alternative arrangements if necessary. 

Confusion caused by the terminology used by 
Social Workers when explaining the costs 
associated with care.   

Complaints and their outcomes are fed back to Social Workers within team 
meetings to make Social Workers aware of the language they use verbally and in 
writing and the confusion it could cause. 
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Appendix B 
 
 
Compliments and Complaints – Children’s Social Care 
2016/17 
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Southend-on-Sea Borough Council 
 

Report of Deputy Chief Executive (People) 
to 

Cabinet  

on 

7 November 2017   
 

Report prepared by: Michael Barrett 

Compliments and Complaints relating to Children’s Social Care Services 
People Scrutiny Committee - Executive Cllr James Courtenay 

A Part 1 Public Agenda Item 

 

1 Purpose of Report 
 

1.1 To fulfil the local authority’s statutory duty to produce an annual report on 
compliments and complaints received about its children’s social care function 
throughout the year. 

 
1.2 To provide statistical and performance information about compliments and 

complaints received from April 2016 to March 2017 at all three stages of the 
statutory process. 

 
2 Recommendation 

 
2.1 That the Department’s performance during 2016/2017 be noted. 

 
3  Summary 

 

 We received 20 compliments in 2016/17 a reduction from the 65 received in 
2015/16.  
 

 Statutory complaints at Stage 1 have increased by 4 (4.7%) to a total of 89 
in 2016/17.  

 

 37% of Stage 1 complaints were responded to within 10 working days, the 
2015/16 rate was 51% 

 

 18% of stage 1 complaints were responded to in a period between 10 and 
20 working days. 

 

 55% of stage 1 complaints were responded to within 20 working days 
compared to 87% in 2015/16. 

 

 45% of stage 1 complaints were responded to in over 20 working days 
compared to 13% in 2016/17 
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 5 complaints escalated to stage 2 in 2016/17, a decrease of 1 from 6 
2015/16. Of these 5, 3 then escalated to stage 3. 

 

 3 complainants approached the Local Government Ombudsman in 
2016/17. It was 7 in 2015/16. 

 
4  Background 

 
4.1 The statutory process for complaints regarding children’s services has three 

stages.  Stage 1 affords an opportunity to try to find a local resolution usually 
at team manager level.   If the complainant is not satisfied with the stage 1 
process or the outcome, they may request to proceed to stage 2. At stage 2, 
the Department appoints an Investigating Officer, and an Independent Person 
to investigate the complaint. The Investigating Officer is a senior social worker 
who has not been associated with the case, and the Independent Person is 
someone who is not employed by the council, but has experience of children’s 
issues, social care or investigations. The stage 2 response is reviewed and 
approved by the Head of Service.  If the complainant is still not satisfied, they 
may proceed to stage 3. At this stage, the complaint is referred to an 
Independent Review Panel of three independent panel members with one 
member acting as Chair.  They will review the stage 2 investigation and 
outcome, and will make recommendations. These recommendations are 
reviewed by the Corporate Director, who formally responds to the 
complainant. The process is based on the premis that at each stage, a more 
senior officer responds on behalf of the Department.   

  
 If complainants remain dissatisfied at the end of the three stages, they  
 may refer their complaint to the Local Government Ombudsman. 
 

 Some complainants welcome an independent investigation of their concerns; 
for others, the process can seem unwieldy.  The regulations encourage 
consideration of alternative dispute resolutions where appropriate and with the 
Complainant’s agreement. The Complaints team encourages and supports 
Team Managers to resolve complaints at the earliest stage, including before 
they become formal complaints. 

 
5  Compliments received in 2015/2016 

 
5.1 The Department recorded 20 compliments about Children’s Social Care in 

2016/17 compared with 65 in 2015/16.  We believe this is an issue of 
recording and communication within the department, rather than an actual 
decline in the quality of support provided. This is also supported by the fairly 
consistent number of complaints. 
The table below shows the number of compliments received in 2015/16 in 
comparison with previous years. 

 

Apr 11 – 
Mar 12 

Apr 12 – 
Mar 13 

Apr 13 –  Apr 14 –  Apr 15 – 
Mar 16 

Apr 16 – 
Mar 17 Mar-14 Mar-15 

25 41 44 60 65 20 
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6  Number of complaints received in 2015/2016  
 

6.1 Stage 1 
 

6.1.1 The Department received 89 statutory complaints directly at stage 1 in 
2016/17 compared with 85 in 2015/16. This represents an increase of 4.7%. 
Complaints are always welcomed and viewed as a way to improve practice 
and Managers are informed of any emerging trends in complaints.  

 
6.1.2 94% of complaints were resolved at Stage 1 which is consistent with the 

figure from the previous year which was 93%.   
 
 

6.1.3 The table below shows the number of Stage 1 complaints received in 2016/17 
in comparison with previous years. 

 

Apr 11 – 
Mar 12 

Apr 12 – 
Mar 13 

Apr 13 –  Apr 14 –  Apr 15 – 
Mar 16 

Apr 16 – 
Mar 17 Mar-14 Mar-15 

58 60 38 61 85 89 

 
 Since 20011/12 statutory complaints have increased by 31 or 65%. 
 

6.2  Stage 2 
 

6.2.1 A total of 5 statutory complaints were not resolved at Stage 1 and progressed 
to Stage 2 of the complaints process during 2016/17, a decrease of 1 from 
2015/16. 2 of these were resolved at stage 2, with 3 going to stage 3. 
 

6.3  Stage 3 
 

6.3.1 3 complaints went to stage 3, the same number as in 2015/16.  
 

7  Complaints by category 
 

7.1 Complaints were categorised by the main issues raised. The table below 
shows the percentage of complaints in each category in 2016/17. 

 

Category of complaint 
2016/17 
Total 

% of 
Total 

Children's Social care 2 2.2% 

Communication 12 13.5% 

Council decision making 14 15.7% 

Data Protection Breach 1 1.1% 

Policy or procedure 3 3.4% 

Providing a service 5 5.6% 

quality of service 3 3.4% 

Staff conduct / Employee Behaviour 49 55.1% 

  89 100.0% 
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The selection of categories is fairly subjective and many of the complaints 
could comfortably fit a number of the complaint descriptions, which makes a 
year on year comparison less useful 
The 3 categories with the highest percentage of complaints were: 

 Staff conduct / Employee Behaviour 55.1% 

 Council decision making 15.7% 

 Communication  13.5% 
 

These 3 categories represent over 84% of all complaints received.   
 

7.2 Social workers have been reminded of their responsibilities about returning 
calls, responding to correspondence promptly and that regular communication 
is key to positive working relationships with service users. 

 
It is apparent that many Complainants still believe that it is the Social Worker 
alone who makes decisions regarding child protection procedures and agreed 
actions. Work needs to continue to ensure that Service Users and their 
families understand the role of the Social Worker. There is a need for Social 
Workers to be more conscious of ensuring that explanations about difficult 
decisions are given in the context of wider policies when discussing and 
meeting with Service Users. 
 

7.3  After investigation of each complaint at stage 1, 66 or 74% of complaints were 
not upheld. This is a slight increase from 2015/16 when 69% were not upheld.  

  
8  Response times and the Department’s performance 

 
8.1 Stage 1  

 
8.1.1 In statutory Stage 1 complaints the timescale for responses is 10 working 

days, with a further 10 days for more complex complaints or additional time if 
an advocate is required. However, in these cases it is important that the 
complainant is kept informed about any progress or delays in dealing with the 
complaint. 

 
8.1.2  The percentage of stage 1 complaints responded to within the statutory 

timescale of 0–20 working days in 2016/17 was 55% compared with 88% in 
2015/16. 

 
8.1.4 The table below shows response times for all the stage 1 complaints received 

in 2016/17 compared with the previous 2 years.  
 

Response Performance  
2014-15 
% of total 

2015-16 
% of 
total 

2016-17 
% of total 

Within 10 working days 73.7 51 37 

10 – 20 days 19.7 37 18 

Over 20 days 6.6 12 45 

 



Compliments & Complaints Page 31 of 63 Report No: 

 

8.2  Stage 2 
 

8.2.1 Stage 2 statutory response times:  
A stage 2 complaint should be investigated and responded to within 25 
working days, with a maximum extension to 65 working days. 
 
The Stage 2 process starts as soon as a complainant decides to pursue their 
complaint to stage 2.  
 
Stage 2 complaints are likely to involve an investigating officer, an 
independent person and an advocate if the complainant wishes. The 
Investigating Officers are SBC staff who has not been involved with the case 
previously.  In the process at stage 2, complaints are subject to independent 
investigations involving interviews with the complainant and relevant members 
of staff, and the submission of a report to be responded to by the Head of 
Service.  Delivering this is often a challenge within 65 days. 
 
5 complaints were pursued to Stage 2 in 2016/17.  
 
This year one of the Stage 2 investigations was completed within 65 working 
days. Previously this has proved a challenge and we have completed none 
within the timescale. However, regular contact has been maintained in each 
case, between the complainant and the Investigating Officer. 
 

8.3  Stage 3 
 

8.3.1 Stage 3 statutory response times:  
The recommendations from a Stage 3 Review Panel should be responded to 
within 15 working days of the date of the meeting. 

 
8.3.2  3 complaints were escalated to stage 3 during 2016/17, there was 1 in 

2015/16.    
 
8.3.3 Two Stage 3 complaints were responded to within the timescale of 15 working 

days, the third is review panel is due to sit in early October 2017.   
 

9  Outcome status of complaints  
 
9.1  Stage 1 

Whatever the outcome of these complaints, we can classify them as either 
upheld or not upheld.  In 2016/17, of the 89 complaints received, 66 (74%) 
were not upheld, and 23 (26%) were upheld.    

 
Stage 2 & 3 

 There are often several points in a complaint at Stage 2 & 3 and these are 
addressed separately in a single response. The complaint may be upheld; not 
upheld; partially upheld, or inconclusive/no finding. 

 
 Stage 2 – Of the 89 complaints received, 5 escalated to Stage 2. From these 

5 complaints, there were 26 separate issues. 4 of the stage 2 complaints have 
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been resolved, and the 5th is due to be completed soon. The 4 completed 
complaints had 21 issues to be considered. The following table shows the 
outcomes from the 4 completed complaints of these issues; 

  

Upheld Partially Upheld Not Upheld No Finding 

4 4 13 0 

 
 
 Stage 3 – Of the 5 complainants at stage 2, 3 requested that their complaint 

be escalated to Stage 3. 2 of the stage 3 complaints have been concluded, 
and they had 13 issues to be considered. The following table shows the 
outcomes from the 2 completed complaints of these issues; 

 

Upheld Partially Upheld Not Upheld No Finding 

4 0 7 2 

 
 

10 Local Government Ombudsman 
 

10.1 Of the complaints arising in 2016/17, 5 complainants approached the Local 
Government Ombudsman.  3 of these had been through the 3 stages of the 
process, while the other 2 approached the LGO directly earlier in the process.  

 
11 Developments in the complaints process 

 
11.1 Senior Managers receive regular reports from the Complaints Manager which 

serve to highlight trends and performance.  
 

11.2  The Complaints Manager offers ongoing support and advice to Team 
Managers on how to appropriately respond to complaints. 

 
12 Areas for improvement / Learning from Complaints 

 
12.1 Service Managers and social workers are being asked to ensure that families 

are aware of changes in their children’s social worker.  
 

12.2 Team Managers have been reminded that when concerns are raised it 
essential that every effort is made to contact both parents to inform them of 
the concerns and offer an opportunity for them to be involved in the resolution 
of the concern.  

 
12.3 Complaints about Communication issues continue to be an issue. All staff have 

been reminded that if a call cannot be answered by a member of staff, the call 
should be passed to the duty team, who will deal with the issue or will pass a 
message on to the appropriate social worker.  
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13 Corporate Implications 
 

13.1 Contribution to Council’s Vision & Corporate Priorities.  
Complaints management is relevant to the Council’s corporate priority of 
continuing to improve the outcomes for vulnerable children. 

 
13.2 Financial Implications 

 
The commissioning of independent people to investigate Stage 2 complaints 
incurs additional cost. The Department seeks to provide efficient resolution to 
complaints at the earliest stage possible, as well as securing value for money 
from Investigating Officers. Costs are met from the existing base budget. 

 
13.3 Legal Implications –  
 

The complaints process complies with statutory requirements. 
 

13.4 People Implications  
 
None. 

 
13.5 Property Implications  

 
None. 

 
13.6 Consultation 

 
The Advocacy Services and Representations procedure (Children) 
(Amendment) Regulations 2004 confer a duty on local authorities to provide 
information about advocacy services and offer help to obtain an advocate to a 
child or young person wishing to make a complaint.  The Authority has a 
contract with the National Youth Advocacy Service.   
 
In 2016/17 3 complaints (3.5%) were made by children/young people. This is 
the same number as in 2015/16. All children and young people wishing to 
make a complaint in were offered the services of an advocate. 

 
13.7 Equalities and Diversity Implications 

  
All those involved in dealing with complaints are mindful of 
ensuring a consistent approach with all complainants in line with Equalities 
principles. 

 
13.8 Value for Money 

 
Since the joining of the Adult and children’s complaints teams, the complaint 
process is implemented by 2fte posts with support from the Customer Service 
Manager, when needed.  
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We now use SBC Managers to undertake the role of Investigating Officers, 
which has reduced the use of external Investigating Officers for Stage 2 
complaints. 

 
13.9 Community Safety Implications 

 
None 

 
13.10 Environmental Impact 

 
None 

 
14. Background papers  
  
 None 
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Appendix C 
 

 
Corporate Comments, Complaints and Compliments 

Report 
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1. Purpose of Report 

 
1.1 To report on the performance relating to the Corporate Comments, Complaints 

and Compliments procedure and to provide comparisons with previously 
reported results.  

 
(Certain complaints and compliments in respect of adult and children’s social 
care functions are subject to their own statutory processes and are not 
monitored by the Corporate procedure. Their results are reported separately.) 
 

1.2 To fulfil the Monitoring Officer’s duty under section 5(2) of the Local 
Government and Housing Act 1989 and the Local Government Act 1974 to 
report to Members a summary of the findings of all complaints relating to the 
Council where in 2016/17 the Local Government and Social Care Ombudsman 
(LGO) has conducted an investigation and upheld the complaint. 

 
2. Recommendations 
 
2.1 To note the performance relating to the Corporate Comments, Complaints 

and Compliments process between 1st April 2016 and 31st March 2017. 
 
2.2 To note the summary of LGO findings. 
  

Southend-on-Sea Borough Council 
 

Report of the Chief Executive 

to 

Cabinet 
on 

7 November 2017  

Report prepared by: Val Smith, Knowledge and Information 
Advisor and John Williams, Monitoring Officer 

 
Corporate Comments, Complaints and Compliments and Local Government and 

Social Care Ombudsman Annual Report 
 - 2016-17 

All Scrutiny Committee – Executive Councillor: Councillor Lamb 
 

A Part 1 Public Agenda Item 

Agenda 
Item No. 
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3. Background 
 
3.1  The Council’s Corporate Comments, Complaints and Compliments procedure 

deals with all general feedback about the Council. It has been in place since 
2009 and is well established throughout the organisation. Along with the 
children and adult social care statutory complaints there are certain other 
functions which are outside of the Corporate procedure and which have their 
own processes. Examples include appeals against parking tickets and 
concerns about schools. 

 
3.2 The benefits in operating a feedback process include: 

 To learn lessons from the types of feedback made 

 To help improve service delivery 

 To improve the consistency and timeliness of responses 

 To reflect sector wide and LGO best practice.  
 
3.3 This report provides: 

 an update on how the process is working 

 an analysis of customer feedback data 

 A particular focus on the Council’s performance in connection with complaints 
under the 3 Stage process outlined in Appendix 1 

 A summary of LGO findings 

 details of minor changes to the process 
 
 
4. PERFORMANCE TO DATE  
  
4.1 Performance in respect of complaints  

 
Detailed performance data for 2016/17 is set out in Appendices 2 to 5. 

   
545 Stage 1 complaints were received during 2016/17, reflecting an increase of 
35.6% compared to the 402 complaints reported for 2015-2016 and 425 
complaints in 2014-15.   
 
The increase in volume of Stage 1 complaints can be attributed to the 
challenges of changing waste collection days with the introduction of the Veolia 
contract. The Department for Place received 48% of their annual complaints in 
the three months following the change (235 complaints). 

 
The monitoring system that is in place highlights trends and issues that are 
subject to complaints. Areas that have been of note, at all stages, for 2016/17 
include: 
 

 Providing a service – 28.4% 

 Quality of service – 22.3% 

 Staff conduct/employee behaviour – 12.7% 
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4.2 Complaints by Department with Response Times 
 
 

Department 

Stage 1 & 2 
Total 

Complaints 
Apr 2014-
Mar 2015 

Responded 
to in 10 
working 

days 

Stage 1 & 2 
Total 

Complaints 
Apr 2015-
Mar 2016 

Responded 
to in 10 
working 

days 

Stage 1 & 2 
Total 

Complaints 
Apr 2016-
Mar 2017 

Responded 
to in 10 
working 

days 

Dept. of the 
Chief 
Executive 

38 92% 62 81% 52 94% 

Department 
for People 

44 80% 41 68% 41 49% 

Department 
for Place 

379 92% 344 83% 479 85% 

Public 
Health 

    1 100%     

Grand Total 461 87% 448 80% 572 84% 

 
 
4.3 Stage 3 Complaints 

 
There were 15 complaints received at Stage 3 of the complaints procedure, the 
same number as in 2015/16. Two further complaints were raised at Stage 3 but 
then not pursued by the complainant. 
 
Complaints that escalate to Stage 3 are by their nature more complex and 
sometimes involve situations where it is not possible for the Council to meet 
complainants’ wishes. 

 
In 2016/17 over 50% of the Stage 3 complaints for the year were received in 
June and July. This peak of work resulted in multiple complaints having to be 
processed simultaneously and had a negative impact on response times for the 
remainder of the year. 
 
From June 2017 a new structure has been introduced within Policy, 
Engagement and Communication (where Stage 3 complaints are investigated) 
combining a variety of Knowledge and Information functions over several 
posts. This approach allows more flexibility in investigative resources and 
improves resilience by being less susceptible to peaks of work. Now that 
historic complaints are completed, there will be an improvement in the timely 
resolution at Stage 3 of the process.  
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4.4 Nature of Complaints 
 

Appendix 2 sets out the nature of all complaints under the following headings:  
 

 Communication  Providing a service 

 Decision making  Service not provided by council 

 Discrimination  Staff conduct/staff behaviour 

 Policy or procedure  Quality of service 
  
 The main areas of concern for 2016-17 were: providing a service (167); quality 

of service (131); staff conduct/behaviour (75) and communication (55).  
 
4.5 How the Complaints Were Received 
 

The four year trend chart in Appendix 3 shows that 93% of complainants 
contacted the Council by e-mail or through the website, an increase from 65% 
for 2015/16 (and 62% in 2013/14). This reflects the work undertaken to 
encourage customers to use electronic means as their channel of choice.  It 
may however not be a complete picture if customer service officers have 
completed an on-line form on behalf of a telephone caller. 
 
Complaints submitted by letter, phone and face to face are consequently on a 
downward trend. The Council remains committed to keeping all complaint 
channels available in order to meet its equalities obligations and to comply with 
LGO best practice. A formal complaint may be received over social media but 
would be moved to more conventional channels for resolution. 

 
 

4.6 Progression of complaints and satisfaction 
 

 93% of Stage 1 complainants were satisfied with their response and did not 
take their complaint further through the process. This is an increase when 
compared with the 2015/16 reported figure of 89%. 

 Of the 44 complaints that were addressed at Stage 2 (there were 45 in 
2015/16) 11 related to the providing of a service and a further 11 to 
decision making.   

 Of the 44 Stage 2 complaints, 17 went on to Stage 3 (although 2 were not 
pursued). 

 In 2016/17, six complaints that had completed the full Corporate process 
were investigated by the LGO. In four cases the LGO found no fault with 
the Council. In two cases they agreed with the fault that had already been 
identified by the Council and found that it had been appropriately remedied 
at Stage 3 and needed no further remedy from the LGO.  
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4.7 Complaint Resolution 
   
The emphasis on learning from customer feedback continues. This is 
evidenced by how complaints have been resolved:- 

 Specific action has been taken in 81.8% of cases - by doing something 
that had not been done, carrying out work or putting something right. 

 7.0% of customers that complained received an apology when the Council 
had not got things right and no further action was needed, other than to 
apologise, or explain why the Council had taken a particular course of 
action. 

 8.3% of complaints required no action. This was where our actions were 
reviewed but deemed to be correct and no apology was required.  

 No cases required a process review.  
 

The chart in Appendix 4 reflects the breakdown of complaints by resolution. 
 
4.8 Learning Points 
 

Feedback through the complaints procedure from customers is continuously 
reviewed to establish where improvements to services are required. 
 
In particular, Stage 3 of the process includes an organisation-wide view of the 
complaint to identify lessons learned and to inform broader service reviews 
where appropriate. In this way an individual complaint can have an impact on 
organisational change. 
 
Examples of service improvements as a result of complaints and customer 
feedback include: 
 

 Individual complaint findings being fed directly into the review of anti-
social behaviour service provision (currently underway) 

 Website content being commissioned to provide a pathway to advice 
for those with suicidal thoughts or those who might be concerned about 
someone with suicidal thoughts 

 Training being commissioned for staff who may interact with customers 
with suicidal thoughts 

 Nominated points of contact being put into place for customers 
experiencing difficulty in their interactions with the Council or with 
whom officers are experiencing difficulty 

 The introduction of an independent formal Subject Access Request 
review process for customers who feel they have not been supplied 
with all relevant information 

 Guidance for Housing staff regarding bedroom need allocation for 
housing applicants with overnight care 

 Guidance for Housing staff regarding applicants for housing who have 
a previously un-discharged main homelessness duty 
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4.9 Comments and Compliments 
 

GovMetric, the customer satisfaction measurement tool used by the Council, 
specifically captures the provision of face to face and telephone service by the 
Customer Service Centre and over the Council’s primary website. These 
figures are reflected in the Department of the Chief Executive analysis. 
Compliments are most frequently received in relation to face to face or 
telephone contact, with the helpful or pleasant nature of the member of staff 
often being cited as the reason for the compliment.  
 
It is anticipated that as we move more towards increased use of on-line 
channels with less personal interaction between the Council and its 
customers, so the opportunities to receive compliments will decrease.  
 
Of the 1,301 comments and compliments recorded by the Department of the 
Chief Executive, 487 were categorised as compliments, which compares to 
814 recorded last year. 
 
When comments are received they are responded to by the service 
concerned and the person making the comment is acknowledged and where 
appropriate advised if their suggestion is to be taken up. Compliments are 
acknowledged and shared with the appropriate line management to inform the 
service or member of staff. This may then inform the staff member’s 
performance review discussion.  
 

The table below shows a 3 year comparison of the total number of comments 
and compliments received by each Department.  
 

Department 

Total 
2014/2015 

Total 
2015/2016 

Total 
2016/2017 

Department of the 
Chief Executive 

1326 1673 1301 

Department for 
People (excluding 
statutory 
complaints) 

7 2 19 

Department for 
Place 

222 337 838 

Public Health 
  21 

Grand Total 
2022  2426  2462 
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4.10 Minor Revisions to the Procedure 
 

The Corporate Comments, Complaints and Compliments procedure is having 
minor revision to reflect the revised senior management structures; a 
requirement that the Deputy Leader acts in the absence of the Leader and 
that LGO best practice is incorporated. The revised procedure for customers 
is attached at Appendix 1. 

 
5. Local Government and Social Care Ombudsman (LGO)  
 

The Local Government and Social Care Ombudsman (LGO) has provided an 
annual summary of statistics for the year ended 31 March 2017. This relates to 
cases upon which they have made a decision in that year. 
 
The LGO’s annual review letter, including the breakdown of the results is 
attached at Appendix 5. 
 
58 decisions relating to the Council were made by the Ombudsman.  This 
compared to 56 for 2015/16.  
 
24 cases were referred back for local resolution, 9 directly to the Council. This 
is most commonly because the complainant has approached the LGO without 
first going through the Council’s complaints procedure. 
 
14 cases were closed after the LGO had made initial enquiries, 13 of these 
involved SBC providing supporting information. 
 
2 cases were incomplete or invalid, and for 3 more, advice to the complainant 
from the LGO was considered sufficient action.  
 
In 15 cases the LGO decided to conduct a detailed investigation. In 8 of these 
the LGO upheld the complaint, in 7 cases they did not, an uphold rate for 
detailed investigations of 53% (the average LGO uphold rate being 54% in a 
range of 64% to 44%). 
 
Of the 8 detailed investigations where the complaint was upheld, 5 were in 
relation to Adult Care Services, 1 was in relation to Housing and 2 to Education 
and Children’s services.   

 
A breakdown of approaches to the LGO is attached at Appendix 6 and a 
summary of findings for those cases where the LGO found fault is included at 
Appendix 7. 
 
Alongside statistical information, the LGO also publishes a yearly report on 
local government complaint handling. The report includes a summary of 
complaint statistics for every local authority in England which provides an 
opportunity for the Council to compare its performance against other Councils. 
The table below shows comparisons with a small number of similar authorities. 
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Local authority Complaints/ 
enquiries 

made 15/16 

Complaints 
upheld 
14/15 

Complaints/ 
enquiries 

made 16/17 

Complaints 
investigated 

& upheld 
16/17 

Uphold 
rate 

Southend on 
Sea 

54 7 54 8 53% 

Blackpool 47 7 45 8 53% 

Medway 97 19 87 13 50% 

Plymouth 102 19 98 15 56% 

Thurrock 82 9 65 10 59% 

Isle of Wight 60 14 43 13 68% 

Central 
Bedfordshire 

65 10 54 8 53% 

 
 

 

6 MONITORING AND REPORTING 
 
 Regular reporting continues within Departmental Management Teams to 

coincide with their monthly report on performance.  
 
7 CONCLUSIONS  

 
The process continues to deliver a professional response to individual 
complaints, a robust system of complaint monitoring and real service 
improvements. Minor updating of the procedure is underway as outlined in 
4.10 above. 

 
8 Corporate Implications 
 
8.1 Contribution to Council’s Vision & Corporate Priorities  
 

Customer feedback and complaints management is directly relevant to the 
Council’s Corporate priorities.   

 
8.2 Financial Implications  
 

Service improvements continue to result in meaningful outcomes for 
customers. A robust complaint process with thorough investigation and a 
positive approach reduces the likelihood of financial penalties from the LGO. 
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8.3 Legal Implications 
 

This process is overseen by the Local Government and Social Care 
Ombudsman 

 
8.4 People Implications 
 

Effective complaint handling is resource intensive but benefits the 
organisation by identifying service improvements and managing the process 
for customers who are dissatisfied. 

 
8.5 Property Implications 
 

None 
 
8.6 Consultation 
 

None 
 
8.7 Equalities and Diversity Implications 
 

The complaints process is open to all and has multiple methods of access for 
customers. Equality and diversity implications are a routine part of the process 
in recording customer details and are considered as part of any response. 
 
Although most commonly the process is accessed through e-mail and on-line 
forms, traditional methods such as post are available and where necessary a 
complaint can be transcribed over the telephone or be made in person.  
 
This supports persons who might otherwise be inhibited from using the 
process, perhaps through vulnerability. 

 
8.8 Risk Assessment 
 

Personal data regarding complaints are recorded in an approved centralised 
system which can only be accessed by nominated officers. 

 
8.9 Value for Money 
 

 Resolving a complaint as early as possible in the process reduces officer time 
spent dealing with concerns as well as providing the opportunity to improve 
service delivery. 

 
8.10 Community Safety Implications - None 
 
8.11 Environmental Impact - None 
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9 Background Papers – None 
 

10 Appendices 
 

Appendix 1  Summary of the Council’s Comments, Complaints and 
Compliments Procedure 

Appendix 2 Nature of Complaints 
Appendix 3 How Stage 1 Complaints Were Received 
Appendix 4 Complaint Resolution 
Appendix 5 Local Government Ombudsman Annual Review Letter 2017 
Appendix 6  Breakdown of approaches to the LGO by Service 
Appendix 7  Summary of complaints upheld by the LGO 
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Appendix 1 – Complaints Leaflet 
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Appendix 2 – Nature of Complaints – April 2016 to 2017 
 

 
 
Appendix 3 – 3 Year Comparison of How Stage 1 Complaints Were Received 
 

  2013/2014 2014/2015 2015/2016 2016/2017 

Email/Internet 47% 62% 65% 93% 

Telephone 37% 31% 25.0% 2% 

Other 1% 1% 0.5% 0.4% 

Letter / post 10% 6% 9% 4% 

In person 5% 1% 1% 0% 

 
Appendix 4 - Complaint Resolution April 2016 to 2017 
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Appendix 5 - Local Government Ombudsman Annual Review Letter 2017 
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Appendix 6 Breakdown of approaches to the LGO by Service  
 

Adult Care Services 

12 Decisions of the LGO 

3 Referred for local resolution 

3 Closed after initial enquiries 

1 Detailed investigation – not upheld 

5 Detailed investigation - upheld 

 

Benefits and Council Tax 

2 Decisions of the LGO 

2 Referred for local resolution 

 

Education and Children’s Services 

14 Decisions of the LGO 

4 Referred for local resolution 

3 Closed after initial enquiries 

5 Detailed investigation – not upheld 

2 Detailed investigation - upheld 

 

Environmental Services and Public Protection and Regulation 

2 Decisions of the LGO 

2 Referred for local resolution 

 

Highways and Transport 

8 Decisions of the LGO 

1 Incomplete or Invalid 

3 Referred for local resolution 

3 Closed after initial enquiries 

1 Detailed investigation – not upheld 

 

Housing 

14 Decisions of the LGO 

2 Advice given by LGO 

8 Referred for local resolution 

3 Closed after initial enquiries 

1 Detailed investigation - upheld 

 

Planning and Development 

4 Decisions of the LGO 

2 Referred for local resolution 

2 Closed after initial enquiries 

 

Other (not specified by LGO) 

2 Decisions of the LGO 

1 Advice given by LGO 

1 Incomplete or Invalid 
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Appendix 7 Summary of complaints upheld by the LGO 
 
 

Service Maladministration/Fault Agreed Remedy 

Adult Social Care Care provider did not retain 
records for an appropriate time 
resulting in safeguarding 
investigation being unable to 
be provided with some 
information. No fault found 
with safeguarding 
investigation. 

Letter of apology to customer 
£250 remedial payment in 
recognition of uncertainty 
caused 
All care providers to be 
reminded of necessity for 
document retention 
Monitoring of document 
retention compliance as part 
of contract management 

Adult Social Care Their liability to pay care home 
fees was not made sufficiently 
clear to complainant 

Disputed fees to be written off 
Advisory letters to be 
amended to be clear and 
unambiguous 

Adult Social Care No fault found with 
safeguarding investigation but 
a conference was not 
organised at the end of the 
process as policy dictated and 
the family requested 

Letter of apology 

Adult Social Care Investigation delayed because 
the views of the alleged 
perpetrator, a medical 
professional, were not sought 
which would have provided 
greater clarity at an earlier 
stage 

Written apology 
£150 remedial payment in 
recognition of avoidable time, 
trouble and frustration 
New protocol developed and 
amended guidelines 
introduced between 
(SBC/NHS Southend 
CCG/NHS England) 

Adult Social Care Their liability to pay a top up 
fee for temporary residential 
care was not made sufficiently 
clear to complainant 

Written apology 
SBC to pay the top-up fee 
Advisory leaflets to be 
amended to cover temporary 
care scenario 
Staff to be advised to be 
aware of the need to advise 
clients clearly of their 
liabilities in such 
circumstances 

Education and 
Children’s Services 

A complaint from a birth parent 
about the failure to trace them 
regarding an adoption some 
years previously was refused 
as out of time. As the 
complainant had only recently 
discovered the adoption, the 

Agreed to put the complaint 
through the Corporate 
process 
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LGO decided the complaint 
should have been accepted  

Education and 
Children’s Services 

A classification of family foster 
carers should have been given 
in specified circumstances. 

After considerable legal 
discussions with the LGO, 
SBC decided to accept their 
judgement and pay a sum of 
arrears to the complainant. In 
their annual letter the LGO 
has commended the Council 
for its constructive approach 
in settling the complaint. 

Housing An application based on 
homelessness was wrongly 
removed from the housing 
register when a short term 
leased property was found. 
This disadvantaged the 
customer when they once 
again became under threat of 
homelessness.  

The LGO concluded that the 
fault had already been 
recognised and sufficiently 
remedied by the Council in its 
complaints process 

 
 
 

 


