Agenda item

Standards Committee —5 October 2005

Local Government Ombudsman Annual Review 2004-2005

Service Area: Corporate Support (Policy Unit)

Summary of report:
The purpose of this report is to:

a) provide information on the number and range of complaints referred by the Local
Government Ombudsman to the Council during 2004-2005

b) provide information on the Ombudsman’s annual letter for the year 2004-2005

Reasons for Lateness

Committee are requested to consider this report at tonight's meeting as urgent business
as the next meeting of the committee is not until 12 January 2006, by which time the
information in the report, which relates to the year 2004-05, will be less current.

Recommendations:

To note the contents of this report.

Resource and legal considerations

The Ombudsman service operates in accordance with provisions in the Local
Government Act 1974, as amended by subsequent legislation. Councils are expected
to respond to enquiries received in the Ombudsman within a set timescale — 15 working
days for our initial response — and must give the Ombudsman access to files and other
information relevant to the complaint, and to officers and Members who have had an
involvement in the matter. Reports of maladministration must be considered by the
Council, as must further reports issued in cases where the Council declines to
implement the Ombudsman’s recommendation, although ultimately the Ombudsman
cannot require a Council to comply with his recommendations.



Citizen impact:

The Ombudsman is very largely concerned with specific complaints by individual
residents and service users. However, the Ombudsman has a broader role in relation
to good administrative practice, and seeks to identify through his conclusions on
individual complaints, through the annual report and his annual letter to Councils,
learning points of more general applicability.

The Ombudsman has in the past issued a number of guidance notes, including one on
complaints handling, which have helped Councils to identify best practice. Also the
Ombudsman issues an annual digest of significant cases, where the service believes
that other Councils might learn from the case. These volumes of “case law” are
circulated across the Council, as an example of how the organisation learns from
complaints.

Community safety:

There are no specific community safety implications of this report.

Environmental impact:

A significant proportion of the Ombudsman’s caseload relates to issues of an
environmental nature, including planning, highways, and housing.

Performance and risk management issues:

Ombudsman statistics are no longer the basis for any Best Value Indicators (PI's).
However, the Council retains local Pls on its handling of complaints; the current
Performance Plan includes PIs relating to the total number of complaints received from
the Ombudsman, and also the number resulting in a local settlement or a report of
maladministration.

Equality implications:

The Ombudsman service provides leaflets in a number of languages, including Bengali,
Guijerati, Hindi, Punjabi, Turkish and Urdu, in large print, and other formats. These
leaflets are circulated within the Council, including local service points, and are available
externally at the Citizens Advice Bureau.

Consultation:

Matters relating to the Ombudsman are coordinated by the Policy Unit, working
council-wide through the complaints co-ordinators group. Details of the Ombudsman
service are available in the Council’s Tellus leaflet, and via our web site.



Vision 2008:
Complaints handling, and the ability of residents and other service users to make
complaints about our services, are integral to the Council’s vision, and specifically to our

strategic priorities to make it easier to access local services, and to listen to what local
people want.

Background papers: None
Contact officers:

John Pryce-Jones, Principal Policy Officer (Ext. 2077)
E-mail: Pryce-JonesJ@walsall.gov.uk

Ruth Allen, Policy Officer (Ext. 2029)
E-mail: AllenR@walsall.gov.uk

Signed:
Executive Director: David Martin

Date:



11

21

2.2

2.3

24

25

FURTHER INFORMATION

The Commission for Local Administration, commonly referred to as the Local
Government Ombudsman service (‘the Ombudsman’), was established by Part 3 of the
Local Government Act 1974. There are three Local Government Ombudsmen in
England and they each deal with complaints from different parts of the country. They
investigate complaints about most council matters including housing, planning,
education, social services, consumer protection, drainage and council tax. The
Ombudsmen can investigate complaints about how the council has done something, but
they cannot question what a council has done simply because someone does not agree
with it. The Ombudsman who deals with this Council is Jerry White who is based in
Coventry.

THE OMBUDSMAN’'S PROCEDURES

Each complaint sent to the Ombudsman, on a pre-printed complaint form, or simply by
letter, is looked at by one of the Ombudsman’s team of investigators. A small number of
complaints are rejected at this stage: they may be outside the Ombudsman’s jurisdiction;
the complainant may have other remedies (e.g. a tribunal, or formal appeal procedure);
the complaint may be submitted too late to be considered (normally over 12 months after
the incident or issue arose); or it may not relate to administrative matters. These cases
are generally referred to the relevant Council prely for its information. Also, in a
significant number of cases, the Ombudsman decides to pass back the complaint to the
Council, to be investigated through the Council’s own complaints procedures.

All other cases are referred to the Council concerned, with a written response required,
currently within a 15 working day period. The Ombudsman will look at the Council’s
response, asking for further information or clarification as appropriate, before deciding
whether to take the matter further. He may at this stage consider that the Council has
acted reasonably, and therefore decide not to pursue the complaint. He may consider
that the Council has settled the matter locally or on occasion he may suggest to the
Council a local settlement at this stage.

Where the Ombudsman considers that the Council’s initial response leaves matters
unclear, he will continue with his investigation procedure, to establish and record all
relevant facts, so that he can reach a decision on the complaint. This will normally
involve an inspection of all relevant files, and interviews with all individuals involved in
the matter to a significant degree, including any Members, employees, ex-employees,
and the complainant(s).

After carrying out these enquiries, the Ombudsman will either end the investigation, if no
fault on the Council’s part is found; he may again propose a local settlement; or he will
prepare a draft report setting out the facts. The Council and all those who have been
interviewed (see paragraph 2.3 above) will be asked to comment on the draft report
before the Ombudsman publishes his formal investigation report, which will include his
conclusions and recommended course of action.

The formal investigation report, including the Ombudsman’s conclusions and
recommended course of action, when it is published, will be sent by the Ombudsman to
the complainant, the Council, to the Councillor (if any) who had counter-signed the
complaint, and also to the news media. The Council must publish a notice in the local
press, within two weeks, and must make the report available for viewing. Within three
months, the report should be considered by a Committee of the Council and the
Ombudsman advised of the Council’s response to his recommendations. The Council's
constitution places responsibility for considering any reports of this nature with this
Committee.
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If the Ombudsman is not satisfied with the Council’'s response, he may issue a further
report, which the Council must consider. If the Ombudsman considers the Council's
response to the further report to be unsatisfactory, provisions in the Local Government
and Housing Act 1989 require the Council to publish in 2 editions of a local newspaper of
the Ombudsman’s choice, a notice setting out details of the complaint, the
Ombudsman’s proposed course of action, and, if the Council wishes, its own reasons for
not following the Ombudsman’s recommendations.

STATISTICAL REVIEW

Introduction

During the year 2004-2005 the Ombudsman forwarded 48 new cases to the Council.
Cases received by the Council are dealt with by the Policy Unit, part of Corporate
Support, now located within the Social Care and Inclusion directorate, who work with
other Council services to prepare a response.

Analysis by nature of complaint

The majority of complaints against the Council concern planning, highways, and social
services matters; a pattern which mirrors the national picture. Further details are set out
in the attached annual letter, including comparisons with 2002-2003 and 2003-2004.
Prior to the transfer of the Council’s housing stock to Walsall Housing Group and
WATMOS, a significant number of complaints were housing related, in line with national
statistics.

Set out below is an analysis of the 52 complaints considered to a conclusion by the
Ombudsman during this period; the difference in numbers reflects the fact that some
cases received in one year will be concluded in the following year.

Analysis by outcome

Of the 52 cases concluded by the Ombudsman in 2004-2005, none resulted in a formal
investigation report.

In summary, the 52 cases can be divided into the categories set out below.

2004-2005
Cases rejected by the Ombudsman without seeking the 17
Council’s response; also cases passed back to the
Council’'s own complaints procedures
Cases investigated by the Ombudsman, discontinued 22
with no maladministration found
Cases investigated by the Ombudsman, considered to 13
have been settled locally
Cases investigated by the Ombudsman, leading to a
formal investigation report finding:
maladministration, no injustice; 0
maladministration with injustice; 0
no maladministration 0
Total 52
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As Members will see, the Ombudsman has issued no reports of maladministration to the
Council during 2004-2005. In fact, of the 441 complaints received in the eight years to
March 2005, only four formal reports have found maladministration on the Council’s part,
and there have been no findings of maladministration against the Council for the last four

years.

LOCAL SETTLEMENTS

Brief details of the 13 local settlements are outlined below:

1

Complaint concerned information forwarded to complainant on their Council
Tax Benefit and delay in calculating Council Tax Benefit. Agreed and actioned
local settlement; to send a letter of apology and cheque for £200 for distress
caused by the Council’s actions.

Complaint concerned damage to outbuildings from adjacent sports ground.
Agreed and actioned local settlement; to carry out repairs to outbuilding,
reimburse the costs of a structural survey undertaken for the complainant and
send a cheque for £100 for time and trouble in making complaint.

Housing related complaint concerning service charge, in particular how this
was broken down. Agreed and actioned bcal settlement; to apologise for
delays, send breakdown of service charge, send cheque for £250 for time and
trouble in making complaint.

Complaint concerned delay in processing Right to Buy application. Agreed
and actioned local settlement; to apologise and send cheque for £650 for
uncertainty, inconvenience and time and trouble in making complaint.

56,7

Three complainants concerned about bathing/washing arrangements. Agreed
and actioned local settlement; to reassess arrangements and to make
changes/adaptations to facilities as appropriate.

Complaint concerned delay in processing claim for compensation for damage
to car. Agreed and actioned local settlement; to apologise and send a cheque
for £75.

A complex complaint concerning use of play area near complainant’'s home.
Agreed and actioned local settlement; to put up ‘no ball games’ sign and send
cheque for £100 for time and trouble in making the complaint. Complainant
asked that the payment be made to a charity of her choice.

10

Complaint concerned transfer of property to Walsall Housing Group and delay
in complainant completing purchase of property. Agreed and actioned local
settlement; to pay additional costs incurred in the sum of £393.30 including
amount for anxiety and uncertainty.

11

Complaint concerned delay in processing Housing and Council Tax Benefit
claim. Agreed and actioned local settlement; to apologise and pay
compensation for delay, in the sum of £450.

12

Complaint concerned information/action in relation to Council Tax arrears.
Agreed and actioned local settlement; to apologise and make payment of £200
for distress caused, time and trouble in making the complaint.

13

Homelessness related complaint concerning request for transfer to another
Local Authority area. The Ombudsman agreed that a local settlement had
been reached when Council completed the transfer.
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ANNUAL LETTER

As last year the Ombudsman has sent each Council an annual letter, setting out details
of the Council’s ‘performance’ during the year, and dfering advice and guidance. The
letter sent to the Council by the Ombudsman, in June 2005 is attached to this report.
The main points are as follows:

The letter gives a summary of complaints received by the Ombudsman. The number
of complaints that the Ombudsman has classified as ‘premature’ (sent to the
Ombudsman, without recourse to the Council's own complaints procedure) was below
average, suggesting that our local procedures are widely known and accessible.

The letter sets out details of complaints which were upheld, in part or in total. As
noted above, there were no reports of maladministration. There were 13 local
settlements. In all cases, the service concerned has acted as agreed, and where
necessary looked at procedures and made changes where appropriate (see paragraph 4
above).

The letter also notes that our average initial response time of 25 days exceeds the
Ombudsman’s 21 day timescale (15 working days). Members should note that the
Ombudsman has recognised that this 21 day target is difficult to achieve for all councils
and that from 1 July 2005, the target is 28 days (20 working days). It is encouraging to
note that the speed of responses locally has continued to improve from 33 days in
2001-02 to 25 days in 2004-05 and the Ombudsman has commented positively on this.

CHANGES TO OMBUDSMAN SERVICE GENERALLY

The Cabinet Office is currently consulting on matters relating to the Local Government
Ombudsman, the Parliamentary Ombudsman, and the Health Service Ombudsman.
The proposals would allow the three services to work more closely together, and to work
jointly on complaints which might cross over from one jurisdiction to another. There are
two main changes proposed which would have an impact on the Local Ombudsman
service. Firstly, the paper proposes extending the power of the three Ombudsmen so
that, in appropriate cases, they could offer other remedies than investigation; for
instance, they might offer mediation. Secondly, the proposals would in limited
circumstances allow the Ombudsman to investigate complaints without the complainant
having to make his/her complaint to the local council first. The Policy Unit is currently
seeking the views of council services on these changes, preparatory to a written
response before the Cabinet Office deadline of November 18", The changes, if agreed,
would be implemented by government order to take effect during 2006.
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If telephoning contact: Stephen Purser on 024 7682 0026
Email: s.purserflgirg.uk

Dear Mrs Shepperd
Annual Letter 200408

[ wrote to vou in January 2005 to explain our proposals for annual letters for 2005 and to
imvite your comments on the format of statistics and plans to make the letters more
widely available in the future, We are grateful w all those councils who replicd.

As = result of the comments received, we have decided not to include the propesed
simplified heading of ‘complaints upheld in full or purt” above the fgures for reports
Ending maladmimistration and local settlements. We agree with those who say tus
would misrepresent those cases where a local settlement iy offercd by a council before [,
or om= of my collcagues, have decided whether to uphold a complaint; and that it could
undemaine this practice, which would nol be o the benelit of complainants.

There was widespread susiport for our proposals o pul annual lelicrs on our web sitc and
to share the letters with the Audit Commission, so we will go ahead with dus from 2006.
We will wail for four weeks after sending you the letter before m:lung 1t more widely
zvailzble in these ways w give vou an gpponunily 1o consider and review the lerter first.
I a letier is found 10 contain any factual inaccuracy we will reissue il

| am writing now o give you my reflections on the complaints received aguinst your
autbonty and dealt wiath by my office over the last year. | hope that I reviewing your
own performance you will find this letter a useful addition w» other information you hold
mgklighting how peaple experience or perceive your services.

The Daks Mo 2 Westwood Way
Veastwend Bugicess MPary Coventry Cv4 B2
Tl 024 782 GO0 Fax D24 FaB2 DGO
oW P21 0 Cuvenry &

P T W g ar. ke
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In addicion to this narrative there are two attachments which fony an intzpreal part of this
letler: statistical data covening 4 three yeur pened and a nots 1 help the interpretation of
the statzsiics,

Complaints received

We recerved 48 complaints about your authonity. This 18 on a par with [asl vear {when
wi Teccived 49 &nd is considerably lower than the figure for 20022003 (69). The
number is oot exceptional for such a large and populous area. It is comparable with a
number of your neighbounng authomtics, and considerably lower than at least one of
them. IZ you wish to compare, full details of the number of complaints we receive about
all eoaneils are peblished inocur Annueal Report.

Mo deparment of the CUouncil penerates a disproporticnate number of complainrs: the
laroest number this vear concerne! planning (113, followed by highways and housing
(cight each) and social services (3ix).

Diecisions on complaints

(3 the 32 complaints decided lasl vear, 1] were desmed premature and six were outside
my jurisdiction, Im 22 cascs my staff decided, after making cnoguirics. that there was no
justification for further investigation. 1 issued no repars against the authority.

In 13 cases the Council agreed to local settlements of complaints. In some, the
seltlements were quile significant. In one housing complaint, the complainant lived next
docr to a football club whose buildings were in a poor state of repair. The condition of
the stznd ir the foothall ground hadd caused damage to the complainant’s properly. The
Counetl spreed Lo repair the property (at a cost of approximately £5.000), pay surveyor’s
costs, and draw up a new lease with the football club including a wugher repairing
clause.

Ly anather case, the Council had failed 1o explain clearly to the complainant, & Council
lenant, the basis on which rene and service charges were caleulated. The Council agreed
o provide a fufl breakdown, apotogise for delays and lack of clasdty in responding to the
complainant, and pay £250 compensation for time, trouble, fustration and delay, In g
third, which concerned failure to process an application for housing benetit and council
tax henefit, the Couneil agreed o apologise and pay the complainant £400 in
compensabion.

T.ocal settlernents are a good oulecome [or all the parfies — counell, complainant ancd
Ombudsman. Orce a council recagnises there has beeh some fault, we always welcome
proposals for a suitable remedy provided informally and as early as possible.
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Your Council's complaints prucedure and handling of complaints

If we receive o complainl we rogard 2% "premature” (thal is G say, 8 complamy the
Courcil bas zot had a chance to address ], we refer it back to the Counci! m deal witk il
in the first instarce through its own complaints procedure, Onee it has gone through the
Counecil's procedure the complainant, if still unsatisfied, can ask us to look at it apain.
We refer to these as ‘resubmitled’ complaints, If, after investipating, we find faultina
large number ¢f resubmitted complaints, this woull normally set alarm bells ringing: we
would be coneerned thatl o council's procedure was allowing justified complaints (o slip
theeugh the net, In vour Couneil’s case, only six of the wial of 32 complaints were
‘resubmirted’ complaints, and none has resulted in a finding of fault. This does not, in
my view, poinl o any problem with the Council’s complaint handling,

Training in complaint handling

Last year, we told you about the training we were developing for kocal authorites on
complaints handling 2s pant of cur role in promoting pocd administralive practice and
ashed for vour views. Our pilot programime has been exiremely successful wath very
positive feedback lrom the local guthoritics involved, 50 we are now increasing the
amotanl of raining that we can provide, Sue Dalley, from your social scrvices
deparunent, attended a course with other social services complaint officers, organised by
the West Midlands Complaint Officers Group. Yeu might lind that elficers fom other
departments would also benefit [fom our training.

A key element of the training is our Eftective Complaint Handling course, specifically
developed for council staff who deal with complaints as & significant part of their job.
This one-day course is almed at those who handle complaints in the higher stages of the
authority”s complaints procedure, up to the point of deciding the complaint. A further
course has been developed on Complaint Handling lor Front-line Staff and other
spocialist areas are also being considered 1o mest the aceds of local anthorities and
further promote good practice.

All courses are presenied by an cxpericnced LGO investigator, so panicipants benefit
fromn their knowledge and expertise of complaint hundling. Courses can be delivered to
a single local authority or 1w saff from a group of authorities at a regional centre. We do
hizve lo charge or the maining, just to cover our costs, bul the feedback has shown that
councils consider it gocd value for money,

1 have caclosed some further information shout our complaints handling training courses
ineluding contagl details.

Liaison with 1.GO

We ask for informalicn on comglaints to be sent withun 27 days ol receipt. acd on
average vour Council’s response to first enguiries hax laken just under 25 days. No
deparuzent of the Council takes sn exceptionally locg time 1o respond:  the longes!
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Mrs A Skooperd

response times were for planning complaiais (avemps 28.8 dayvs) and the shorl=sl kx
education complaints {14.5 days)

Your performance is an improvement oa 2003/2004, when your average was 28.8 days.
In the year belore that, the averace was 30.9 days. So you have made credizshle effonts
4o bring the respense times down over the Iast fow veass.

Any delay in responding can canse counplainanls addilional snxiety and frustratdon while
waiting for an initial view on their complaint. Having said that, we recognise that it can
be dilticult for counels to meet the current 21 day target amd provide good quality,
comprehensive responses to vur engpuires 5o, from 1 July 2005, we ere revising this
target 1 24 days.

[ understand from my stafl that tkev consider your link officer helpful and co-operative,

It she 15 interesie] in joinmg us for a seminar here in Coventry — 2 regular evenl we nm

i help lick officers understand the practices and principles that underpm our work  she
is welcome o contact Louise McCaiz m this office on 024 7682 0019.

Conclusions/gencral ohservations

[ weleome (his opportunity to give you my reflections about the complaints my office
has dealt with over the past vear. Thope that vou find the information and assessment
privided uselul when seeking improvements w your Council's serviees, 1 would 2zain
very much welcome any comments you muay have on the form ard econtent of the letler,

Lasi yeur n number of councils asked i1 could visit the couneil to present the letter in
person and to discuss it with councillors or staff. 1, and my senior colleagues, would be
happy W consider any similar requests this year and we will do our best to mest them
within the limits of the resourees available to us.

[ am also arranging for a copy of (ks letter and its azachments to be sent 1o vou
electromically so thul you can disribute it easily within the council and post it on your
websile should you decide o da tis,

Y ours sincerely

J R White
Local Choverniment Ombudsman



LOCAL AUTHORITY REPORT - Walsall MBC For the period ending 31/03/2005
Complaints received by | Educatlan i ways | Houslng n;nn*; Halsalng Local iher Planning | st | v
imjm:t area | inel. HE) Bemafit 4 TII.IIEIH T Sorvices

D1/0AIZ004 - 302048 5. U A A 1 3 a | 11 & | g
2003 1 2004 4 4 12 | a 11 ' - 7 49
2002 2003 l h 3 1 | a 1 15 1z 10 69

hiele: Sese fures wil swclude cempoaints hal ssee sade pramaiusaly ia e Dimbuaesrar gid which we refened back 1 e guiherily far cormicsalio

. : —
Outside Premature | Total excl
Decisions Miregs LS |  Mrops NM reps Nomal | Owbdisc | jurisdiction | comphinis | prematurs Total
|

| 010472004 - 31037005 l 0 1 2 9 | 1 11 5 2t 41 52

2001 § 7004 L D T o 0 22 5 7 | 1w 47 51

, |

it F R (1] L3 o i i . k| 10 14 45 5o I

| e ey Sir} i . [

T gl den —wdes lo- an oeplanet o of B leadn ui s vl lasle

Average local authority response times 01/04/2004 to 31/03/2005

FIRST CNQUIRICS . Lk

== 2 -2 »m 39
Response times e i Savar e Types of authonity | g-:ﬁﬁ “dﬂ'y'!l ﬂaﬂys
len

e —--—-ﬂ = } - l':'l_lﬂﬂd_ D¥sirict Councils 22 34 40
U1/DA)Z004 - 31/03)Z005 2B | 24 [ | Lritary Audhorites 11 24 G5
Metropalitan Authorilies 17 44 50

2003 ! 2004 i 208 County Coundls 12 55 !

. Londan Borgughs g 21 1)

2aog ¢ ool n 40w Falicrir Park Authorities 0 20 an

Froated: URACEEDNS Jd 00




AFPENDIX 1

Notes to assist interpretation of the Commission’s local anthority
statistics

1. Complaints received

ThHs imfomeeticn shows the umber of complaints apeines vour council received by the 1.GO, broken
down by service amea and in total withic the periods given. These figures inciude complaints thas are
mal= prematurely o the LGO (see below for mose explanation) and which w referred Tuck to the
coumed] for eonsidsrelion,

r & Decigions

This informarion recordy the member of decisions made by the LGO, broken down by cwlcome, within
the perivds given, This number will not be the same as the number of complaivts received, hecavse
some complaints are made v ane year end decided i the next. Polow we set cuta key 2xplaiming the
outtoaie calepneics.

M1 reps: where the LG50 has coneluded an mvestigation and issusd a formal report finding
malaZmivlsuation causing lyestice, (The fgurss for the yeas 200273 may incluide reports which had a
Anding of 'local seltfement”. Tor legal rezsons, the LGAD no longer issucs reporis win this finding. }

LS (Toca! seitlements); decisioms by leter discontinuing our isvestigadon becausc action hes besn
ugresd by the authority and accepled by the Ombudsman as a satsfactory outcome Jor the complainant,

Af reprs: whize the 1.GO has amcloded an investigation and issusd a formal repon fincking
ma’adm:nstration hut causinge no myastcs W the complairanl

NM reps; where the LG bas concluded an mvestigation and igsned a formal cepoct fnding no
maladministration by the couneil.

No mal: decisions by letier discontinuing an fnvestigation kecause we kave found oo, or insufficicnr,
eviderce of maladrministration.

Omb dive: decisions by lenter discontinuing an mvestigation in which we have gxsrcis=d the
Ombezdsnan's 2encral discretion not 1o pusac the complaint. This can ke for & vanety o Mméewons, ot
the most comumon 5 that we Love found 0o or imsuffeclens injusios to warrant pursting the matler
firther:

Outside furisdiction: These are czses which wers outside the Ombudsnem's jurisdiction.

Premarure complaints: ‘|hese a-e deoigions thet the ¢omiplat is preatere. Tae LGO does not
nermelly eansider a complaint orless 2 council has first had o= opportinity ta deal with that complaiiet
itsell 5o if someonne complains o the LGO withoot having wk=r the matier up with & coeneil, be LGO
will =zally reder it hack 10 the council 35 2 ‘premanire coimplaint” o see i the sourcl can sl
restlve the MaTEn

Totu! exel pramature: Thacse soe all docisions excluding thess where we refecrad the complaint back to
e commict] 35 *prematies’

o
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3 Hesponse Lmes

Zhese fgures record the averegs: Hme your comn=l s Lo respond o cur 513t caquinisson a
compiaTh We messure this o calendar days from the Qate we 3028 our lelisrfazsemail 1o the cate that
we rzeeive & Subsleniive responss Tom the council. Your own fisnces may differ somewhat, since they
are Tixe'y tn be recorded from the date you receive cur letter undl the desputch of vowr responss,

4. Average Incal authority response times 200405

This tabie gives comparative fgures for uverngs respoase times by authorfies in Eagland, by type of
authority, within three time bands,



Training from the Local Government
Ombudsman

The Commission fou
Local Administralion in England

Deaing well with complaints is a vital per of good custormer cere Local aulhositios ars:
becomirg more and mora aware of how good complaint handling can improve customer
ralations, halp their organisations to leam a&ne improve, and maximise oublic value

Dwver mode than thres decades of complaint invesligation we have developed an unequalled
overview cf the way local authoribies deal with complaints — and 3 unique perspective on what
carsdiivtes good practics in compaint handling. In esponse o an incressang demand from
authorilies for us to share our knowiedgs and experence with themn, and as pant of our role n
promoling goos acminE-alon we are now olienng 8 renge of aing Courses on tealindg
wilh compiaints — all devised by us with the partcular needs of local government im minc.

Details of the courses

All pur courses are presanted by experienced LGO nvestigative staff, sc perticipants can be
confident that thelr presentar has genuine practical expedise in complaint handliing and can
d-@« on a fund of real knowledge about the theory and praciice covered.

In additior: 1o e coursas which we describe beiow, we are currenily CEveI0pINg rew Cou Ses
app'ying good investigative practice to different subject areas of complaints. \We are also
working b produce a menu af training modules from which avthorties will be able to seect
the anes which they think bast meet thelr paricular needs

The charges we maka for cur ‘off the peg’ courses just cover gur cosls in delivering training
(see below for more details). We belisve they represent very good value for monay.

Effective Complaint Handling

‘Effectve Complaint Handling s a one-day course we have developed spacifically ‘or local
authaority staff who daal wilh compiaints es & significant part of their job. It is aimed at pecple
whe handle complaints in the higher stages of an autharity's complaints procedure, after the
informal stage and up to the point of making & final decision an thie complaint

This is the course for which we've had greatest demand fo date, and it has been extrerely
well recaived

The aims of this course ane to help pariocants -

define complanls accurate’y

wentify and use saurces of information
make and communicate rebust decisions
rasoive camplainls quickly and approgriotely

The training cay s designed o be interactive. and involves a vanety of actvites and
matedzis 1t beons with participants crawing on their cwn experiences of cuslomer care. end
conchuces with an exploralion of the benefits of geod compiamnt kandling to Ihair organisaton.

Much of the Taining day 15 centred sround a cass study which iltustrates and informs abour
the various steges of complaint hendling. Paricipants are given basic details of a fictional but
radlistic comolaint They are then askeo to dofing the complaint; 10 collect, analyse ard
evaluate information mboul iL. to seach a reasonéd cesision, ircluding a propasced remedy:
ard 10 consider how io corritunicais the decigion o the complamant Al afl stages the
presanter offers guidance and insighis on applyirg the LGO's pancpies of good practce



Effective Complaint Handling In Social Services complaints

This course eppiies 1he onncip os and prectice of good complaint handling 1o invest gating
complaiws under the curert slatulory soo@ services comolaints procedures. [t Fas been
dinvised for Senior social seqvices st ant ingepandent invessiganors who degl with Stage 2
complaints  The central case study uses a8 socs! services complaint which rluses and
agcresses crucial issues in ths field of ivesiigelion

‘Effective Complaint Handling' courses in other specific subject areas aro being
researched and developed, For further information contact us,

Good Complaint Handling far Front Line Staff

Front line staff have a crucial par: to play in the early identification and resaiution of
compleints. Their deskings with cusiomers wha are unhappy with sarvices can often
geferming which iszuez wil end up being pursuad as farma! compigints, as well as influencing
complEnants” vicews abcul Ihe auonly

The one-day course which we have devised for fronf ine staiff ams o help them cevelop their
wxEreress anc undersianding of -

& |§5ues in good customear cans
= fmctors which make he experience of complaining & good or bad one
# |(herrolzin
o distinguishing complaints fram other contacts e.g. service raqueasis
n  assistng cusiomers o clarlfy thelr complzints
n  managing expectatons, for the banelil of the autharty and its customars
o seitlirg complaints repidly where approprate, and
o improving services and customer satisfaction

A conlral element in fie Taining day s the use of a case shudy. In this exarcse front Eng staT
home n or the way they can affact the courseé and even outccmes of complaints as well 25
cusiomer expeniences of the process.

Tailored Events

As wall as providing these course packages we will carry on resnonding posiively, whera our
resaurces permit, io raquests from authorities for us 1o devise courses tailored o their
particular neads, |n such cases we have 1o charge for course development time as wall as
course delivery  We will be able to supply an aslmala an request,

Prices

Our Effective Complaint Hancling' courses (genenc or subject specific) and the course in
Good Compiaint Hendiing for Front Line S are available al the foliowing prices:

One-day course for 2 group of up 19 15, Wwith oneé presenlern EVS0
One-day course far 5 group of up to 30, with two presaniers: E1270

[Frices exclude VAT, No exira charge made jor biainer's ravel ard expenses Pricas
wssume you will supply the vanue for the course, Full detals of venue requirements and of
our terms and conditicns for supplying training provded on request ]

Smaller authorities with fawer than 45 sta'f to pul forward far training may wish o gat togethar
with neighbourng avthosities to kold @ regiorgl LGO treining event, and 50 share the costs.
For further information or bookings please contact Anne Carus at our York office:

Local Government Ombudsman’s Office, Beoverley House, 17 Shipton Road,
YORK, YO20 5FZ

tel. 01804 380226 or e-mail p.carusfiilgo.ora.uk



