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Introduction

Just prior {o the period covered by this report, the complaints functions for the council
merged into a single team based within Commercial & Corporate Services. The Complaint
& Feedback Team, made up of six permanent staff, sits within the Law & Governance
function of the council

This report is the first joint report of the Team and covers all complaints and
representations made to the council under the three processes: Health and Social Care
Complaints Procedure, the Children’s Services Complaints Procedure and the Corporate
Complaints Procedure. [t covers the period April 2012 —~ March 2013.

We publish this report to keep people informed about the procedures and the sort of
complaints and compliments we receive. We also publish the report to inform people
about how the process works and to report on how we use the information we get from
complaints and other comments to make improvements to services.

Our aim is to resolve complaints as quickly as possible, and to peoples’ satisfaction
wherever this is possible. However, council staff are increasingly involved in difficult areas
of work and at times people do not welcome our involvement in their lives. There are also
situations in which we cannot provide people with the resolution they want. There are also
times the council may simply get things wrong. In light of this it is therefore inevitable that
we receive complaints. Like all other organisations, we would always want to get things
‘Tight first time’. When this does not happen we want to feel that we have an accessible,
open and fair way of dealing with peoples’ concerns.

One important aspect of complaints is making sure that any lessons learned are
transferred into service planning and from there into service improvements. Increasingly,
we are able to identify where improvements have occurred entirely or partly as a result of
complaints. The report also includes details of how we have used our complaints to
identify and implement service improvements across a range of our activities.

We also provide information on the compliments that have been received by the council.
Complimentary comments are not only good for staff morale and motivation, they also tell
us a lot about what people like best about the service they get and what works well for
them. We can use this information to build those features into our services where possible
and so improve the levels of satisfaction of our customers.

We are always pleased to hear comments about any aspect of our work, including the
format and presentation of this report. We hope it is interesting and informative and thank
you for taking the time to read it.



PART ONE
THE COMPLAINTS AND FEEDBACK TEAM

Management and Operation of the System

The Complaints & Feedback Team is responsible for the co-ordination and management of
the three main complaints processes within the council. The team maintain the council's
log, recording all investigations, monitor quality and speed of performance in responding to
complaints, and make sure that, lessons learned from feedback and complaints
investigations are systematically captured, analysed and the findings reported to
Directorates and the Chief Executive.

The Complaints and Feedback Team Manager has overall responsibility for the
progressing of any complaint and can intervene at any stage including determining in
exceptional cases that the complaint be referred immediately to her for investigation.

Local Authorities are required to designate an officer to assist in the co-ordination of all
aspects of statutory social care complaints. The Complaints Manager — Adult Services
and the Complaints Manager — Children’s Services undertake these roles in Sunderland.
These managers have responsibility for the implementation and operation of the statutory
complaints procedure on a day to day basis.

Whilst officers within the team have traditionally dealt with complaints within a single area
of expertise, the new arrangements give us the ability to expand officers’ knowledge base
and deal with complaints for all service areas. Not only does this enhance officers’
capability, the coming together into a single team also allows us to provide a better service
ensuring someone is always available to speak to complainants in person or on the
telephone.

Training & Development

In respect of Adult Services we ensure our investigators have attended the “Effective
Complaint Handling” course facilitated by the Local Government Ombudsman’s Office.
This training was last provided in July 2012 and we hope to hold the course annually to
ensure officers are appropriately trained and have opportunity to attend refresher training
every five years.

For Children’s Setrvices, plans are in place to ensure that the topic of Good Complaint
Handling is included in the Children’s Services staff induction programme. This provides
staff with a brief overview of what constitutes a complaint, how to keep on the right track in
dealing with them and early resolution. We have provided training for staff within children’s
homes on good complaint handling, the statutory complaints procedure and the more
specific children’s homes complaints procedure.

Total Respect training is available to all practitioners. This course is run in conjunction with
young people from the Change Council and highlights what young people expect from a
complaint procedure and making a complaint.

For Corporate Complaints, we have provided extensive investigation training from the
Local Government Ombudsman to 75 staff who routinely deal with corporate complaints
within their service area.

An e-learning package in respect of complaint handling has also been developed and is
available to council staff via the learning lounge facility.



Working with Partners
Northern Regional Complaint Managers Group

Sunderland Council is an active member of the Northern Regional Complaints Officers
Group. The aim of the regional group, which meets quarterly, is to provide a forum, where
peer professionals can discuss and learn about regional and national issues in respect of
statutory adult and children’s complaints.

Joint Health and Social Care Networking Group

Links have also been made between Aduit Services and Health colleagues to ensure that
joint working can be readily progressed. A joint protocol has been drawn up to formalise
this arrangement. This protocol covers the handling of complaints that impact on more
than one Health and Social Care organisation in the South of Tyne area. The group meets
on an ad hoc basis to help support the protocol, develop working relations and to share
good practice in respect of complaints made about adult health and social care.

Safeguarding Boards

The Adult Services and Childrens Services Complaint Managers also work in close liaison
with the Sunderland Safeguarding Adults and Childrens Boards which involves multi-
agency partnership working with colleagues in Police, Probation, Health, Education, and
voluntary bodies.

Publicity

The Health and Social Care Complaints Procedure is publicised in all adult services
information for service users. Our leaflet “Something to say about Adult Social Care” asks
our customers to give their views; let us know when they are pleased with what we have
done and also who to contact if they are unhappy and want to make a complaint.

In respect of the statutory Children’s Complaints Procedure, leaflets are provided to all
carers, providers and service users. They are also displayed in all Children’s Services
(Social Care) reception areas. All Looked After children and children classed as being in
need are informed of their right to make a complaint and are given a copy of the recently
updated age specific young person’s complaints leaflet at the onset of service provision.

Leaflets about the Corporate Complaints Procedure are displayed in local authority public
areas. As part of an ongoing review of complaints information available and following the
centralisation of all complaints personnel, updated information, including copies of all
leaflets and links to relevant procedures, has been included on the newly designed
complaints web page on the www.sunderland.gov.uk web site.

The Corporate Complaints Procedure is publicised on the council's website with
appropriate links, including contact information such as email and telephone numbers and
a freepost address for complaints and enquiries. Leaflets are also made available through
all council offices. Customer Service Network Staff are also fully briefed on how to identify
and deal with straightforward complaints and otherwise where and how to forward
complaints to appropriate staff.



Accessibility

We promote accessibility to our complaint procedures by ensuring that complaints can be
received in a number of ways, including:-

» By approaching staff responsible for the provision of a service

= By contacting the Complaint and Feedback Team by telephone, letter or email
" By completing a web form on the Sunderland.gov.uk web site

= Via councillors

. Via customer services advocates working in the Customer Services Network

. Children and young people in need or those who are being Looked After can
complete a young person’s complaint form

*=  Through Independent Reviewing Officers as part of the statutory review process

= Through an independent advocacy service

" Freepost service

= SMS text requesting call back

" An accessible pictorial complaint form is available for those with a learning disability.

In line with the council’s Customer Services Strategy, we are currently working to ensure
that all incoming complaints are captured, managed and monitored through the customer
services network software.system.

Advocacy and Special Needs

Whilst advocacy support is not a statutory requirement of the Adults Health and Social
Care Procedure, we do support vulnerable complainants to have advocacy support if they
wish. Where appropriate, Adult Services will meet the financial costs of an advocate.

Rethink Sunderland Advocacy Service [www.rethink.org] is contracted by the council to
provide independent, individual advocacy support and representation to service users from
all client groups.

Mental Health Matters [www.mentalhealthmatters.com] is contracted by the council to
provide independent, individual advocacy support and representation to service users
subject to detention and related clauses of the Mental Health Act.

The take up of official advocacy help is not high in respect of adult services complaints
with only 1% being made by an Independent Mental Health Advocate or a solicitor.
However it is significant that 72% of complaints were made by someone other than the
service user, usually by a family member or close friend.

Children and young people, who are looked after, or classed as children in need have a
statutory right to advocacy. We inform children and young people of their right to
independent advocacy support to help them make a complaint or representation.

Advocacy is commissioned by tender at a cost of £2,300 per annum for promotion and
awareness raising and £38.14 per hour for advocacy provision. This service is currently
provided by Action for Children.



In 2012/13 there were six requests for advocacy support from Action for Children. This
compares to 11 requests in 2011-12

ft should be noted that not all advocacy referrals result in formal complaints being
submitted as the advocacy service will often aim for informal resolution with the relevant
service area in the first instance.

Information concerning the advocacy service is presented to the Corporate Parenting
Board on a quarterly basis.

Learning from Complaints

We use information from complaints in a number of ways;

" It heips us provide feedback about the services we commission

. It can influence services and help shape how they are formed in the future

. Intelligence acquired by the council in its work with service providers is collated to
identify themes and trends.

. The Complaint & Feedback Team uses this information to promote improvements
relating to key issues identified

Examples of service improvements from each service area are highlighted in the report.

Contacts:

For all queries relating to the Adult’s health and social care complaint procedure
Marie Johnston, Complaints Manager — Adult Services

Complaints & Feedback Team, Civic Centre, Burdon Road, Sunderland, SR2 7DN
Tel: 0191 561 1078

Marie.johnston@sunderiand.gov.uk

For all gueries relating to the children’s statutory complaints procedure

Beverley Boal, Complaints Manager — Children’s Services

Complaints & Feedback Team, Civic Centre, Burdon Road, Sunderland, SR2 7DN
Tel: 0191 5611276

beverley.boal@sunderland.gov.uk

For all queries relating to operation of the team, the corporate complaints procedure, any
issue in respect of complaints made to the Ombudsman

Margaret Douglas, Complaint & Feedback Team Manager

Complaints & Feedback Team, Civic Centre, Burdon Road, Sunderland, SR2 7DN

Tel: 0191 561 1065

Margaret. douglas@sunderland.gv.uk




PART TWO
THE HEALTH AND SOCIAL CARE COMPLAINT PROCEDURE

Legislation & Regulations

The Local Authority Social Services and National Health Service Complaints (England)
Regulations 2009 provides for a single complaints process for all health and local authority
adult social care services in England. From 1 April 2009 a single complaints system
was introduced for all health and local authority adult social care services in England.

How the Procedure works

i Stage One - Local Resolution by the council
The local resolution stage is about the council trying to resolve complaints quickly
and as close to the source of the complaint as possible. We will contact the
complainant within three working days, to acknowledge the complaint and clarify
the issues of dissatisfaction. We will discuss how the complaint will be
investigated and where possible come to an agreement on an initial timescale for
investigating and responding to the complaint.

i Stage Two - Local Government Ombudsman
Most complaints can be dealt with and resclved satisfactorily at local resolution.
However, if this is not the case, any unresolved concerns can be referred to the
Local Government Ombudsman.

Complaints about a Commissioned Service

The council recognises its responsibility as a commissioner of services to the public and
we want to hear people’'s comments and feedback about the service they receive, whether
it is positive or negative. The regulations effectively allow for the council to investigate
complaints about the services it has commissioned.

Safeguarding Adults Concerns

When dealing with complaints, situations often arise that may indicate issues of potential
harm or neglect. These issues are shared with colleagues from the Safeguarding Adults
Team. Once the elements relating to safeguarding are concluded, any outstanding issues
of complaint can then be addressed through the complaints process.

General Issues — Adult Services

The complaints process is not simply about numbers received; it is about effectively
resolving concerns; learning lessons from those concerns and taking action to ensure the
same complaints do not re-occur.

During 2012-13 there were 13,578 new referrals to adult services. This number does not
include those already in receipt of a service and so does not truly reflect the number of
contacts undertaken on a daily basis with service users.



Given the high number of contacts, adult services received a total of 176 statutory
complaints. The figure remains steady compared to 171 the previous year. Complaints in
respect of financial issues significantly rose in this period and equate to 16% of all
complaints received. We have identified that this is directly related to the council's
introduction of a new contributions policy in April 2012,

The contributions policy brought about a significant change to the way we ask customers
to contribute towards their social care. Our customers are now financially assessed to
determine how much they can afford to contribute towards their care ~ if they need more
money to meet their needs; the council tops this up through a personal budget. The policy
is compliant with the Department of Health's guidance on Fairer Charging and Fairer
Contributions and was approved by Cabinet.

Learning outcomes from complaints made about the contribution policy in its first year of
operation have been used to help review and revise the policy. Given this we do not
expect the same level of complaints about this issue to be made to the council in the
coming year.

We received 13 complaints about externally commissioned services which equates to 7%
of all statutory complaints received.

Timescales/Performance Measures

We aim to acknowledge complaints within three working days of receipt. However, there
will be some times where this is not possible and for the period 2012-13 we achieved a
rate of 90%.

The regulations do not have prescriptive timescales; however we have set our own internal
performance measures for adult statutory complaints. We aim to resolve complaints
quickly and as close to the source of the complaint as possible. This is supported by
regulations which highlight that complaints can be considered to be immediately resolved if
they are done so within two working days.

For the period 2012-13 we recorded 15% of complaints as instantly resolved, a significant
drop from last year's 33%. We expect to achieve a rate of at least a third of all complaints
being immediately resolved and we are disappointed that this has not happened this year.

49% of all complaints received were responded to within 15 working days, significantly
short of our performance target of 80%. The previous year saw us achieve 74%.

During this period Sunderland Council, as other councils, has faced considerable financial
challenges. In 2012 a significant number of employees left the council following an offer of
severance. Whilst remaining committed to improving the services we deliver to our
customers, it is clear that this had an impact on the way the council operates. In respect of
complaints this impact has been felt in our ability to offer a response to complaints in a
timely manner, during this period of change and transition across all council services.

The council continues to look at new and innovative ways to achieve more with less as it
continues to face significant financial challenges over the coming years and we are
committed to re-establishing our timescale targets in the coming year. The Complaints
Manager — Adult Services will be working with Team Managers to look at ways of how we
can best achieve this.



Sometimes it is not possible to offer a response to a complaint within 15 working days for a
number of reasons, for example: the complaint involves several agencies; some matters
are the subject of a concurrent investigation; the complaint is particularly complicated or a
key witness is unavailable for part of the time. In these cases we aim to offer a response
within 30 working days or in exceptional cases within 30 working days.

In all cases the investigation into the complaint will be proportionate to the circumstances
of the case, taking into account the risk, seriousness, complexity or sensitivity of events
and cost efficiency.

Formal Investigations

Whilst under the new procedure there are no defined stages, there are still those
complaints that are more serious or complex, which warrant more formal investigation. 11
formal investigations were undertaken in 2012-13 which equates to 6% of all complaints
received during this period.

The councll operates an internal investigation procedure in respect of adult social care
complaints. It is therefore important that we do all that we can to reassure people that their
complaints are looked into openly, fairly and as independently as possible. Our aim is to
ensure that we have demonstrated a reasonable level of independence. We try to do this
in a number of ways; experienced managers who have had no previous involvement with
the case undertake the formal investigations. They are appropriately trained in complaint
investigations. Consideration is given to appointing an advocate for complainants where
there are significant concerns about the vulnerability of the complainant andfor the
seriousness of the complaint; if necessary, we can appoint an independent investigator
from outside the Local Authority.

More detailed information about complaints which were formally investigated is contained
in the appendices at the back of this report.

Learning Outcomes

There are learning outcomes from many complainis and below is just one example.

A complaint was received from a customer with learning disabilities who had been
suspended from attending evening functions at a council run day centre. The complainant
felt that their suspension had been unfairly handied. The investigation found that there was
enough evidence to suggest that some sort of incident had taken place which resulted in
the suspension and that the Activities Co-ordinator was entitled to take action against any
person exhibiting disorderly conduct on the premises. However, the investigation found
that the process that then followed the suspension was seriously flawed. The complaint
was partly upheld.

Following the complaint the council reviewed the process and ensured a consistent and
fransparent process was put into place for dealing with such incidents, which also adhered
to the requirements placed upon the council by the Licensing Act 2003. Following the
review clearer information and advice was made available to customers to ensure they
knew what was expected regarding behaviour whilst attending evening functions, together
with the potential consequences of behaving in an inappropriate manner. Information has
also been provided to customers about the process of suspension and what action a
customer can take when there is disagreement about a decision made against them. The
information is provided in an ‘easy read’ version.
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PART THREE
CHILDREN’S SERVICES STATUTORY COMPLAINTS PROCEDURE

Legislation & Regulations

In September 2006 new statutory regulations were introduced by the then Department for
Education & Skills (now the Department for Education) entitled ‘Getting the Best from
Complaints — Social Care Complaints and Representations Procedure for Children and
Young People’ to deal with complaints and representations made to Children’s Services
by children and young people.

These regulations revoked and replaced the 1991 Representations Procedure (Children) in
order fo reflect the changes made by the Adoption and Children Act 2002 and the Heaith
and Social Care Act 2003.

The regulations and guidance introduced in September 2006 covers complaints and
representations made by children and young people. They also apply to parents, foster
carers and other adults making a complaint. These regulations aim to ensure that,
regardless of the complexity of their complaint, vulnerable children and young people get
the help they need at the right time and that lessons learned from such complaints lead to
an improvement in service delivery. These complaints are usually referred to as ‘statutory
complaints’.

Separate procedures exist in relation to some school and education complaints. This
includes complaints concerning school curriculum, school admissions, pupil exclusions
and Special Educational Needs.

Parents/carers must pursue all other school complaints through the school's published
complaints procedure which is available on request from the relevant school. At present
this process involves informal resolution by a teacher, followed by formal resolution by a
head teacher then progression to investigation by the governing body of the school. If a
parent/carer should still remain dissatisfied after consideration of the complaint by the
Governing Body they are advised of their right to contact the Secretary of State for
Education.

How the Procedure works

In accordance with DfE statutory requirements, Children’s Services has adopted a three
stage statutory complaints procedure that seeks to resolve dissatisfaction in respect of
Social Care complaints. Any other non Social Care but Children’s Services related
complaint is dealt with in accordance with the two stage Corporate Complaints procedure.

Stage One

The emphasis of the first stage of the procedure is on local problem solving. Most
complainis should be resolved at this stage and are usually addressed by operational
managers who hold direct responsibility for the service about which the complaint has
been made.

At this stage complaints are acknowledged within three working days and resolved and
responded to within 10 working days. Where necessary, and with the agreement of the
complainant, this period can be extended by a further 10 working days. If the local
authority fails to achieve this timescale the complainant has the right to request immediate
progression to Stage Two of the complaints procedure.
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Stage Two

If a complainant remains dissatisfied with the response made at stage one, or if there has
been a delay, they can request progression to stage two of the complaints procedure. A
stage two complaint investigation can be undertaken by a service manager who has had
no prior involvement with the case or the complaint.

If it is considered that a greater element of independence is required (for example if a
complaint covers a number of service areas) or a complaint is considered to be particularly
sensitive, an Investigating Officer from an independent agency is commissioned to carry
out the investigation.

This is also the case when workload and resource issues dictate that service managers do
not have the capacity to carry out these investigations. For this reason external
Investigating Officers were appointed for all Stage two complaints up until October 2010
when it was decided to trial the use of internal Investigating Officers as part of the council's
drive to achieve efficiency savings.

Due to workload capacity issues of staff able to carry out this duty and the complex time
intensive nature of the complaints however it remains necessary to allocate some
investigations to external investigators.

There is a requirement to provide an Independent Person to oversee all stage two
complaint investigations. A consortium arrangement is in operation with other regional
local authorities to provide this service for a nominal fee.

Stage two complaint investigations must be completed within 25 working days of an
Investigating Officer agreeing the elements of complaint to be investigated with the
complainant, although an extension of up to 65 working days can be requested if
necessary. The Head of Safeguarding adjudicates and responds to the outcome and
recommendations of the Stage 2 investigation, which may include the offer of redress or
compensation, in conjunction with the Complaints Manager.

Stage Three

The final stage of the complaints procedure is an Independent Review Panel. This is an
opportunity for the complainant to have any areas of the complaint that remain unresolved
heard before an Independent Panel, which comprises an independent chair and two
independent persons with knowledge of Social Care policies and procedure. Also present
will be the Stage two Investigating Officer and Independent Person, the Head of
Safeguarding, the Complaints Manager along with the complainant(s) and chosen
representatives. A panel must take place within 30 working days of receiving the request
from the complainant.

After hearing the complaint and representations from panel attendees, the Panel will make
their recommendations and, together with the Complaints Manager, will produce a panel
report with their recommendations which again may include redress or compensation. The
pane! findings are then responded to by the Executive Director of People Services, in
consultation with the Head of Safeguarding and the Complaints Manager.

If @ complainant still remains dissatisfied following a Stage Three Review Panel hearing
they can request a further investigation by the Local Government Ombudsman.

12



Complaint outcomes
Stage One

In 2012-13 there were 117 stage one compiaints, of which 112 were resolved at stage one
(96%). Of these 117 complaints 8 (6.8%) were made by children or young people. The
table below shows how this compares to previous years:

An average of 50% of the stage one complaints received were responded to within the
statutory timescale of 10 working days. This ranged from an 83% response within
timescale rate in April 2012 to only 29% in May 2012,

Stage Two

In 2012-13 there were five requests for a Stage Two complaint investigation. This
compares to 14 requests in 2011-12 and 19 requests in 2010-11.

Of these five complaints there were 44 separate elements of complaint. Of these, 15 were
upheld (34%), 5 not upheld (11%), 17 partially upheld (39%) and 7 un-
substantiated/inconclusive/unable to investigate (16%)

The cost of commissioning independent Investigating Officers and Independent Persons
for Stage Two complaints in 2012-13 was £35,705.91. This compares to £5,740.89 in
2011-12, £41,912.41 for 2010-11 and £36,870.38 for 2009-10. The reason for the
decrease in 2011-12 was due to a push to use internal investigating officers rather than
those appointed externally on a spot purchase basis. Unfortunately this was not
sustainable due to workload capacity issues of the managers tasked to carry out
investigations, concerns regarding the quality of some of the reports produced and
concerns voiced by complainants alleging bias.

Compensation/redress payments made in 2012-13 (the majority of which relate to
complaints made in 2011-12) amounted to £25,173.50. This covered nine separate
complaints and ranged from £4.10 to £8,000.00 (please see appendix for further details).

This compares to £7,717.95 spread over five complaints in 2011-12 ranging from £300.00
to £3617.95 and £11,950.00 spread over five complaints for 2010-11 ranging from £25.00
to £16,962.49

Stage Three

In 2012-13 there were three complaints which progressed to a Stage Three Review Panel
which cost a total of £4,430.80 to administer (costs of Panel members and other
attendance fees etc).

This compares to three complaints in 2011-12; three complaints in 2010-11 and two in
2009-10.

Complaints about a Commissioned Service
Stage one complaints concerning independent service providers commissioned by

Children’s Services are investigated by the relevant independent provider. Stage Two and
Stage Three complaints are managed by the Children’'s Services Complaints Manager.

13



The Complaints Manager informs the relevant Head of Service if any complaint about a
commissioned service is received and consideration is given to sharing information with
other appropriate bodies, such as Ofsted for concerns relating to registration issues and so
on.

The Complaints Manager will decide if information received through a complaint may more
appropriately be investigated by the Sunderland Safeguarding Children Board: or if a
complaint should actually be part of a service area appeals process — for example the
fostering service.

Learning from complaints to shape service improvement ~ identifying trends and
themes

Processes are in place to ensure that lessons learned from all complaints are used to
identify gaps in services, highlight poor practice/procedure or recurrent problems and
identify staff training requirements. Complaints data is presented to the People Services
Leadership Team on a quarterly basis as part of their regular performance meetings. More
detailed information is also presented to the Safeguarding Senior Management Team
meeting on a monthly basis. This includes discussions concerning the implementation of
recommendations from Stage Two Complaint Investigations and Stage Three Review
Panels.

As a result of the Ofsted Inspection of safeguarding and looked after children services in

March 2012 more focus is now placed on:

s Ensuring trends and themes from last three months complaints are presented at
quarterly Safeguarding management Team Performance meetings for a decision on
what themed audits, if necessary, are required

" Ensuring that in addition to issuing action plans following Stage Two and Stage Three
complaint outcomes and recommendations, the Complaints Manager will attend
monthly team manager meetings to ensure learning outcomes are embedded with
staff

n Ensuring that complaint investigation outcomes are shared with members of staff who
were involved to enable them to reflect on their involvement, impact on families and
what could have been done better.

Learning outcomes

As with many complaints, the service is able to identify learning outcomes and improve
services. The following is just one example of a positive outcome from a complaint. A
young person residing in a Childrens Home in Sunderland repeatedly absconded from it.
As a result the decision was taken to arrange a placement outside of the area. The
placement was initially for period of one week to see if this negated the habit for
absconding. At the time of the complaint the young person had been at the out of area
placement for a month and stated that she felt settled & supported, had built positive
relationships with staff and other residents and no longer felt the need to run away. In
addition she had been encouraged to recommence her studies and had started to
participate in home schooling. The young person wished to remain at the out of area
placement. Following discussion with the Operational Manager and Independent
Reviewing Officer it was agreed the young person could remain in the out of area
placement for a further three months, despite the additional costs to the local authority,
before a decision was made whether a move would be appropriate.

14



PART FOUR
CORPORATE SERVICES COMPLAINT PROCEDURE

We try to make sure that all of the complaints we get are looked into under recognised and
published procedures. The Corporate Complaints Procedure covers all other eligible
complaints made to the council that fall outside the statutory Adults or Children's social
care procedures.

Experience indicates that we should adopt a flexible approach based on the scale and
complexity of the complaint, and aim to settle all areas of dissatisfaction quickly,
comprehensively and smoothly. This is also the approach the Ombudsman wishes local
authorities to take.

How the Corporate Procedure works
Stage One - without investigation

Not all complaints require a formal investigation. Wherever possible less serious or
straightforward matters are resolved informally by the service. We record these
complaints as: stage one — without investigation. The timescale for resolution is five
working days but many are resolved much sooner.

During the year 2012-13 there were 789 new stage one complaints without investigation.
Stage One — with investigation

Where the complexity of the matter dictates an investigation is required, our aim is to
address the complaint comprehensively at this stage through investigation by a trained
complaints investigator within the service, whose role is to investigate and prepare a
response. We record these as: stage one — with investigation.,

Any investigation should be completed within 15 working days. If further time is required to
prepare a satisfactory reply, the customer will be kept informed. All responses will advise
the complainant that if he or she remains dissatisfied or that they consider that more
important issues are involved, they can refer it back to the Complaints and Feedback
Team for review.

In exceptional circumstances the Complaints and Feedback Team Manager may decide to
remove the complaint investigation from the directorate and arrange for it to be undertaken
by a member of the Complaints and Feedback team. Generally however if the complaint
relates to more than one service area a suitable lead complaints investigator will be
appointed to allow for a coordinated and comprehensive response. Lead responsibility will
be allocated by the Complaints and Feedback Team.

The timescale for investigation and response is 15 working days.

During the year 2012-13 there were 65 new stage one complaints that required
investigation.
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Stage Two - Review

Where customers remain dissatisfied with the response to their stage one complaint they
can request a review be undertaken by the Complaint and Feedback Team. On referral
the Complaints and Feedback Team Manager will consider what further action is to be
taken. In most cases a review of the complaint will be required and the Complaints and
Feedback Team will carry this out.

The aim is to finalise the review within 15 working days. If further time is required to
prepare a satisfactory reply, the customer is kept informed. Complainants are advised in
the final response that shouid they remain dissatisfied, they can ask the Ombudsman to
look into their complaint

During 2012-13 there were 33 complaints escalated to the review stage. Of these nine
were upheld and four were partly upheld.

Themes & Trends

This is the first year of the new two stage process, and the first year comprehensive data
has been collected on stage one complaints. Therefore it is not possible to identify trends.

In terms of themes, as expected the highest volumes of complaints are received for
Strestscene, who also receive the highest volume of compliments. These complaints tend
to be straightforward in nature and resolved informally without an investigation. Rarely will
such a complaint escalate to the review stage and even less often to the Ombudsman. The
service is pro-active in its approach and responds positively to complaints as a means of
improving the service it offers. Given the number of contacts with the public on a daily
basis, the overall number of complainis received is very small and not a reason for
concern,

Compilaints involving the planning service on the other hand are infrequent but generally
complex and not suited to informal resolution. These complaints generally escalate to the
Ombudsman. An external investigator with a planning background is used on occasions to
assist with these complaints as they are often technical in nature.

Complaints involving more than one service area are becoming more common. Careful
work as to which service area should retain responsibility for the complaint is required at
the outset or confusion can set in resulting in lack of contact with the customer.

Learning Outcomes
Learning from complaints is a vital part of the complaints process. Below is just one of the
many examples from 2012 -13.

A tenant complained that a Housing Benefit payment had been sent incorrectly to his
landlord rather than the agent as agreed. This resulted in a number of difficulties and
arrears when the landlord ceased trading. It was further compounded by the tenant being
advised on more than one occasion that the payment had been made correctly to the
agent and led to a deterioration in relations and considerable frustration for both parties.
Additionally the tenant had long waits to attempt to resolve matters both over the phone
and face to face.

The issues were highlighted with the service areas and resulted in training sessions. To
date there has been no repeat of the problem. New systems were frialled o reduce waiting
times
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PART FIVE
COMPLAINTS MADE TO THE OMBUDSMAN

Introduction

The Local Government Ombudsman has a statutory responsibility for investigating
complaints of maladministration about local councils. The Ombudsman will usually only
consider a complaint after it has been through the council's complaints procedure and the
customer remains unhappy.

Dissatisfied complainants can ask the Ombudsman to investigate further, and the
Ombudsman’s procedures will apply. While an Ombudsman can investigate complaints
about how the council has done something, they cannot normally question what a council
has done simply because someone does not agree with it.

The Picture in 2012-13

During the last year the Ombudsman has made significant changes to their business
processes. This has affected their ability to produce a detailed and comparable set of
statistics as they have previously. For 2012-13 the Ombudsman has simply sent councils
one figure - the number of complaints they have received during the year 2012-13. This is
not the same as the number of complaints the Ombudsman has made decisions on or
indeed complaints they have sent on to the council.

The received figure for Sunderland City Council is 39; the average for Metropolitan
councils is 49.

Ombudsman Decisions

The council's own records show that the Ombudsman decided 32 cases during this year.
During the previous year they decided 25 cases.

Adult Children’s Corporate Muiti
Services Services HHE&AS & City
Services
6 11 14 1

Of all the complaints considered, in only one did the Ombudsman recommend the council
do something differently. The complaint was a Children’s Services statutory complaint and
concerned the delay in carrying out a Core Assessment as part of a Child Protection
enquiry. As a consequence the complainant did not see his child for six months. Whilst the
council had upheld the complaint, the Ombudsman felt the compensation offered was too
low and recommended an increase.

In all other complaints the Ombudsman made no proposals for alternative outcomes or
compensation to that made by the council during its own consideration of the complaints.
This demonstrates an in-house procedure that is robust and largely in tune with the
Ombudsman’s own decision making.
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PART SIX - COMPLIMENTS

Compliments tell us what people like best about the services they receive. They also allow
us to use this information to build those features into our services where possible and this
helps us to continually improve levels of customer satisfaction. Receiving compliments is
also good for staff morale and motivation. Compliments are now logged centrally through
the Complaints and Feedback Team.

Statutory Adult Services
106 compliments were made about statutory Adult Services in 2012-13 a significant rise

from last year's 83.

“t was veally worried about what would happen to my disabled daughter when | knew [ was going
into hospital for an operation. t contacted Seciol Services and | could not believe it when they
called the next day to say respite and day care was all arranged - so quick and professional”,
Initial Advice & Assessment Team — Adult Services

‘Our relative has vecelved eare from your department and we could not  have been happler with
the quatity of the service. Bvery single worker has showw the utwost vespect and care for her.
Much eriticlom is levelled at Soelal Services in the media today but we would Like to put on
record our groteful thanks and appreciation for the wonderful help and attention which she and
ourselves have recelved”

Older Persons Team — Aduit Services

Statutory Children’s Services
33 compliments were made about statutory Children’s Services in 2012-13. This compares
to 42 compliments being made the previous year.

“Thank you for working with us to enable us to retain care of our grandchildren and for
Listening to the grandehildrens views”.
Assessment Team - Children’s Services

“You have made myj Life havd but worth it, just want thic card to show you how gratefil ! am. If |
Aidnt have Hou as a Soctal Worker | would wever be back at school and probabtgj A WO pne - sp

thank You for all the help and support You're giving me”
Permanence Team -~ Children’s Services

Corporate Services
395 compliments were made about the non-statutory services during 2012-13, the majority
for Streetscene. There was no central collation until this year.

‘Must say the binmen of @sunderland have been fantastic taking alt the extra Christmas

rubbish! Thank you.”
Streetscene

“Thank you ever so muck for all Your work with this matter. t am most grateful for the
vesponses [ nave received. t am also very pleased at the outcome of this matter. Many thanks
again for all your work, Sunderland do have a fantastic counsil ang a fankastic team working
within.”

Planning Enforcement — Office of the Chief Executive

"Thank you for Your patience and kindness n the processing of my Couwncil Tax Benefit claim”
Housing & Council Tax Benefit - Commercial & Corporate Services

18



PART SEVEN - STATISTICAL INFORMATION

Table 1 - All complaints received by monthly breakdown

Month Statutory | Statutory { Corporate
Adult Children

(all

stages)
Apr 14 8 67
May 16 19 70
Jun 13 11 46
Jul 20 9 94
Aug 17 10 81
Sep 12 10 71
Qct 27 " 74
Nov 10 9 56
Dec 9 9 63
Jan 18 10 94

Table 2 - How we received complaints

Statutory Statutory Corporate
Adult Children
{St 1 only)
Email 30 13 113
Face to Face 9 11 27
Letter / Complaints Form 28 20 97
Telephone g2 76 88
Accessible Form 10 0

Customer Service Network

Online Form

Table 3 — Outcome of complaints

Statutory Statutory Children Corporate
Adult {St 2’s only — of 44
elements of complaint
Upheld 62 15 453
Partially Upheld 33 17 123
Not Upheld 51 5] 311
Not Fligible 1 0 356
Other 25 0
Unsubstantiated 0 7
4 0

W_ithdrawn

44
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Compensation Payments made during the period 2012/13

Date of Service Area | Costs Reason for payment
Payment
Nov-12 Adult Services | £250.00 Time, trouble and defay payment
May-12 Adult Services | £403.63 | Agreement to waive care charges for a six week period
Sep-12 Adult Services { £225.00 Reimburse lost wages following delay to stairlift repair
Jan-13 Aduilt Services | £2,429.00 | Settlement of the account with a funeral director
Jan-13 Adult Services | £864.24 | Charging incorrectly applied - arrears written off
Mar-13 Adult Services | £5,000 Compensation for delay in providing a placement
Mar-13 Adult Services | £189 Time, trouble and delay payment - arrears write off
Mar-13 Adult Services | £777.11 Reimbursement in respect of financial arrears
Mar-13 Adult Services | £346.24 | Arrears reduced to take into account considerable delay
June-12 Children's £1,500.00 | Contribution to legal fees incurred as a result fees incurred as
Services result of Children's Services involvement
June-12 Children’s £1,100.00 { Reimbursement of travel expenses incurred in respect of
Services supervised contact
June-12 Children’s £4,300.00 | Compensation for emotional distress suffered as a result of
Services lack of intervention by Children’s Services and inappropriate
locked after placement
July-12 Children’s £150.00 Replacement of child’s personal belongings lost during
Services transfer between locked after placements
July-12 Children's £619.40 | Reimbursement of travel expenses incurred in respect of
Services supervised contact
Sept-12 Children’s £5,000.00 | Compensation for emotional distress suffered and
Services reimbursement of costs incurred as a result of lack of post
adoption support for child with mental health issues
Sept-12 Children's £4.10 Reimbursement of postage fees
Services
Jan-13 Children’s £2,000.00 | Compensation for emotional distress caused by delay in
Services terminating need for supervised contact with child
Jan-13 Children’s £7,500.00 | Compensation for emotionat distress suffered by child
Services historically as a result of lack of support or intervention by
Children's Services
Total Children’s Services  £25,173.50 o
Nov-12 Corporate £181 Housing Benefit overpayment written off as customer had
been told more than once his account was clear
Nov-12 Corporate £100 CSN & Housing Benefits — payment made in error, difficulties

Total Corporate Complaints £281

resolving matter and delays.
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Statistics — Adults Statutory Health & Social Care Procedure

Adults Table 1.
How statutory adult complaints were handled

Stage 1

Informal Formal

Resolution investigation

Apr-12 9 5
May-12 15 1
Jun-12 12 1
Jul-12 20 0
Aug-12 15 2
Sep-12 12 0
Oct-12 25 2
Nov-12 10 0
Dec-12 9 0
Jan-13 8 0
Feb-13 11 0
Mar-13 9 0

e W

Adults Table 2.
Distribution of complaints by Service Area

Benefits & Assessments

Commissioned Services

Communify Equipment Service

Core & Cluster

Customer Property & Affairs Team

Day Centres

Farmborough Court

Hospital SW Team

Learning Disabilities Teams

Mental Heailth Teams

Misc

Occupational Therapy Service

Older Person Teams

Palliative Care

Physical Disabilities Team

Residential Establishments 19 10.80% |
Safeguarding Adults 2 S 4A43%
Sensory Team o
Strategic Commissioning
Telecare 7
Welfare Benefits
Welfare Rights o
coommie s nni e e e Total | 4760 | 99.94%
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Adults Table 3.
- Targets for resolving complaints
Target No of Actuat % Actial %
complaints for e e
2012-13
Immediately 35% 27 15%
Resolved
< 15 days 45% 59 34%
< 30 days 15% 41 23%
| < 90 days 5% 35 20%
QOutside of timescale 0% 14 8%
176

Statistics — Children’s Services Statutory Complaints Procedure

Childrens Table 1.
How statutory children’s complaints were handled
Stage 1 Responded
to within Stage 2 Stage 3
timescale _
Apr—'] 2 6 839/0 2 1
| May-12 17 29% 2 0
Jun-12 11 64% 0 0
Jul-12 9 44% 0 !
Aug-12 10 60% 0 a
Sep-12 10 30% 0 0
Oct-12 10 60% 1 1
Nov-12 9 78% 0 1
Dec-12 9 44% 0 0
Jan-13 10 60% 0 0
Feb-13 g 37.5% 1 0
37.5% 1 0
4 B0%




Statistics - Corporate Services Complaint Procedure

Corporate Table 1.
How corporate complaints were handled
Stage 1 Responded Stage 1 Stage 2
Without to within With Responded Review
investigation timescale investigation te within
timsscale
Apr-12 o1 67% 13 85% 3
May-12 63 67% 4 50% 3
Jun-12 43 70% 3 33% 0
Jul-12 84 63% 10 40% 0
Aug-12 73 66% 5 100% 3
Sep-12 64 72% 0 0% 7
Oct-12 55 568% 9 78% 10
Nov-12 51 53% 3 67% 2
Dec-12 58 67% 4 100% 1
Jan-13 87 69% 7 71% 0
Feb-13 4 73% 2 100% 2
Mar-13 | 89 66% 5 2
TR | B8% |65
Corporate Table2.
Distribution of corporate complaints by Directorate
Directorate Stage 1 Stage 1 Stage 2
Without With Review
Investigation Investigation
City Services 671 22 8
Health, Housing & Adult Services 17 9 3
Commercial & Corporate 72 14 10
Children’s Services 10 11 1
Office of the Chief Executive 10 g 11
Multi-Directorate 0 0
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