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Complaints Context 

Change complaints procedure from 3 to 2 stages 

28 August 2018 

 

• Stage 1 – Divisional Director authority to sign 
off  

• Stage 2 - Corporate Complaints for Chief Exec 

• Improve quality and speed of resolution 

• 20 working days at each stage 



Anticipated Consequences  

• Improved quality and resolution at  
stage 1 

• Increased escalation to final stage 
• Workload final stage investigators 

• Improve time for residents 
resolution 

• Ombudsman – increase volume 
short  term if quality not addressed 



Key Statistics: Complaints 

2017/18 2018/19 Q3 

Stage 1 Complaints  

3238 
Stage 1 Complaints  

774 
 

Stage 1 On Time 

91% 
Stage 1 On Time 

89% 
 

Final Stage Complaints 

161 
Final Stage Complaints 

79 
 

Final Stage On Time 

83% 
Final Stage On Time 

56% 
 

Escalation Rate to Final Stage 

4.97% 
Escalation Rate to Final Stage 

10.21% 
 



Key Statistics: Complaints 

Stage 1 2017/18 2018/19 Q3 

Stage 1 % Upheld /Part Upheld 

41% 
% Upheld /Part Upheld 

46% 
 

Average Days To Respond  

8 
Average Days To Respond  

15 
 

Final 
Stage  

% Upheld /Part Upheld 

38% 
 

% Upheld /Part Upheld 

48% 

Average Days To Respond  

21 
 

Average Days To Respond  

26 
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2017/18

2018/19

Target (90%)

Stage 1 Complaints Trends over Time (FY / FQ) 

Complaint Response in Target (%) 

Complaint Count(No.) 



Stage 1 Complaint Outcomes 

2017/18 

2018/19 Q3 



Stage 1 Top 10 Complaint Categories 

2017/18 2018/19 Q3 



Stage 1: 2017 / 18 

Stage 1: 2018 / 19 Q3 

Stage 1 Complaints: Top 20 Complaint Categories by Complaint Cause 



Final Stage Complaint Outcomes 

2017/18 

2018/19 Q3 



Final Stage Top 10 Complaint Categories 

2017/18 2018/19 Q3 



Final Stage Complaints: Top 20 Complaint Categories by Complaint Cause 

Final Stage: 2017 / 18 

Final Stage: 2018 / 19 Q3 



Benchmarking 
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Benchmarking  
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Ombudsman Stage Top 10 Complaint Categories 

2017/18 2018/19 Q3 



Information Governance Context 

General  Data Protection Regulation and Data  
Protection Act – May 2018 

• Much organisational preparation 2017/18 and 
ongoing compliance work 

• Reduced time for Subject Access Requests 

• Additional Data Subject Rights Requests  



Key Statistics: FOI  
2017/18 2018/19 Q3 

FOI / EIR Requests 

2121 
FOI / EIR Requests 

491 

Responded On Time 

96% 
Responded On Time 

89% 

FOI /EIR Reviews 

53 
FOI /EIR Reviews 

10 

Responded On Time 

87% 
Responded On Time 

70% 

Escalation Rate  

2.5% 
Escalation Rate  

2% 

Subject Access Requests 

211 
Subject Access Requests 

60 

Responded On Time 
89% 

Responded On Time 
95% 

ICO cases 
6 

ICO cases 
2 



Average Days to Respond 

2017/18 2018/19 Q3 

FOI/EIR 14.3 14.2 
 

FOI 
Review 

18.8 22 

SAR 
  

19 14.6 



FOI Request Top 10 Divisions 

2017/18 

2018/19 Q3 



Any Questions? 

 


