Annex 2

Customer Relations Snapshot

Quarterly report covering all complaints teams

July - September 2023
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SUMMARY

Customer Relations Snapshot
ASC Corporate TOTAL

CFLL

TOTAL COMPLIMENTS
@ 19 148 127 294
TOTAL COMPLAINTS Stage 1 Stage 2 Stage 3 Ombudsman decisions
@ (CFLL, ASC, Corp) (CFLL & Corp) (CSC only) (CFLL, ASC, Corp)
. T=2 523 140 0 30
8 —o
D
RESPONSE TO TIMESCALE (AVERAGE) Stage 1 Stage 2 Stage 3
(CFLL, ASC, Corp) (CFLL & Corp) (CSC only)
@ 71% 81% None Due
UPHELD BY OMBUDSMAN CFLL ASC Corporate TOTAL
0) 27

% 23 4



Customer Relations

Snapshot — Children’s Social Care July—September 2023

* Our new social worker is just wonderful, everything a SW should be. I'm always hearing horror stories from other carers, COMPLIMENTS
not just in Surrey but nationwide & | think she deserves some recognition for just being great and going above & beyond.
She has helped transport my little one to nursery whilst my foot recovers, offers of help with shopping. She absolutely
called out a lie from a CSW and she's on my team. She had big boots to fill after our previous SW who was just the
greatest, but she's filling them and is making my world a little easier. It's all too easy to recognise the bad, but the great
need some recognition too.

COMPLIMENTS

0

* Our SW has obviously taken the time to read the previous reports and given a lot of thought into what is really needed for
us. The fact that she had managed to get our housing officer and both my ex partners to attend was somewhat of a
miracle. It is the first time in the five years | have been working with social workers that this has happened. 1
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COMPLAINTS Stage 1 Stage 2 Stage 3 Ombudsman decisions
-
& * 96 complaints received * 11 complaints investigated * 0 complaints considered at e 5LGSCO Decisions
g * 25% of complaints * 33% of complaints investigated stage 3 * 2 Upheld - fault identified with
©

responded to were partially were partially upheld/upheld injustice
upheld/upheld * 70% were responded to within * 1 closed with no further action as

]Ky * 70% were responded to timescale not within LGSCO jurisdiction
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Customer Relations

Snapshot — Education Services July - September 2023

COMPLIMENTS

* | have an extremely complex battle to fight with multiple documents and have been super demanding in terms of the
frequency, with which I've had to interact with the case officers J and H the case administrators.
| am extremely impressed with their patience and despite the fact that | have to now go through a tribunal | would
like to single out HC (I hope you like the chocolate | sent to say thank you because with all my heart/ | appreciate
how you kept me going since around DEC 22, when | first experienced how you went OUT of your way to follow

through
ENE WmNW mSE mSW
_E(J:OMPLAINTS Stage 1 Stage 2 Ombudsman decisions
&
2 * 165 complaints received * 101 complaints received * 18 LGSCO Decisions
© * 81% of complaints responded to * 82% of complaints investigated were
were partially upheld/upheld partially upheld/upheld * 18 Upheld — fault with injustice
* 69% were responded to within * 77% were responded to within timescale
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Customer Relations

Snapshot — Home to School Transport Services July - September 2023

COMPLIMENTS
There were no new compliments recorded in this quarter

COMPLAINTS Stage 1 Stage 2 Ombudsman decisions
g-? * 23 complaints received * 2 complaints escalated to stage 2 * There were no decisions received from the
® * 65% of complaints responded * 100% of complaints investigated were LGSCO during the reporting period
N to were partially upheld/upheld partially upheld/upheld

timescale

:I]:?  100% were responded to within * 100% were responded to on time
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Staff Conduct - 1 (1.4 %)
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Customer Relations

Snapshot - Adult Social Care July to September 2023
COMPLIMENTS Highlighting Compliments for this quarter Compliments

m Service Delivery
* Service Delivery - Excellent Service, all carers were very helpful and Extremely pleasant, | enjoyed

. u NWS & SH
meeting them. Thank You So Much

* Countywide - Paul & Charlotte have been incredibly. Supportive & patient. | haven’t made it easy! Feeling = Mid Surrey

a lot more confident East Surrey

* Mental Health - Thanks to Kim | am able to do things like, public transport, that | would not do before
but can do now.

* East Surrey - | just wanted to express how amazing Gemma was with sorting out the funding for my Dad.
| really felt she had his best interests at heart. Her communication was great, and she kept me updated
constantly. What a lovely genuine person.

= Mental Health
= Guildford & Waverley

m PLD, Autism & Transition

18 5 = Countywide
é?:OMPLAINTS Stage 1 (one stage process) Ombudsman decisions
2 ' ‘ . 12 x LGSCO decisions;
N @ * 90 complaints received . 3 x Upheld: Fault & Injustice;
* 52% of complaints investigated were partially . 1 x Upheld: Fault & No Injustice;
upheld/upheld . 5 x Not Upheld;
W * 98% were responded to within timescale « 3 xClosed after initial enquiries - no further action.
COMPLAINT THEMES . StoFF . Underlying Causes for Complaints o
inancial D
Policy/Procedures = Financial
D?CiSiOﬂMOhing . . = Communication
ServiceProvision -
o . = Safeguarding
Communication

= Decision Making

AssessmentProcess

Safeguarding

m Assessment
Process




Customer Relations

Snapshot — Corporate

July — September 2023

COMPLIMENTS

Dear Highways team

| tried to log into feedback a compliment, however the only option is complaint so if this can be read and forwarded on that
would be really helpful.

Walton Road in West Molesey was recently resurfaced, and an addition of a crossing island was added in by Sainsburys.
Although the work was inevitably a bit disruptive, it was managed really well, and the times meant that access in the day was
not compromised.

The actual result is brilliant, and the addition of the island has transformed the crossing, and provided a level of safety that
wasn’t there before. Wanted to feedback about how well this was done, and also the great result. Thank you to the council and
highways teams for providing this service.

Compliments recorded

,2211

8

m Heritage
= Highways
= Surrey Arts
Fire & Rescue
= Registration
= Transport
m Libraries
= Blue badge
= Trading Standards
= Contact Centre
m Customer relations
m Works Comms Tm
= Waste

Stage 2

* 17 complaints received

* 100% of complaints investigated were
partially upheld/upheld

* 50% were responded to within timescale
(Target is 80%)

COMPLAINTS Stage 1

* 164 complaints received
* 42% of complaints responded to were

@ partially upheld/upheld
]°

¢/ abed

timescale (Targetis 90%.)

Ombudsman decisions

e  There were no Ombudsman decisions

recorded in the period

VehicleCrossover

ManholeCovers Soqg fet Y
School FIOOdlng Insurance L Fees
GullyCleaning  Eighways Licensing “Transport
P arking Plan Resurfacing acciveTravelSchemes

ning Property -
T.essons Vegeration ContractorBehaviour

Stock

. "TrimelinessOf Rfsponse
et P Ot HO1E8 Sz

AdultLearning SraffConduct SignageFor Worlks

68% were responded to within
COMPLAINT THEMES AND ROOT CAUSES

Firefs” Rescue Servic e%alit}’ T.ibraries
Roadworks  BlueBadge | icwess

) vsid
CUBITYSISE Waste PoorUtilityCompany Works

InformarionSearches
ContacrCentre

Manhole Covers - 1 (3.6 %)

Blue Badge - 1 (3.6 %)

Trading Standards - 1 (3.6 %)

IT/Reporting system - 1 (3.6 %)

Bus pass - 1 (3.6 %)

Grass cutting - 2 (7.1 %) Works - 3 (10.7 %)

Vehicle crossover - 2 (7.1 %)

[

Potholes - 3 (10.7 %)

Flooding - 4 (14.3 %)

‘ Other - Waste - 1 (3.6 %)
Safety - 1 (3.6 %)

Trees - 4 (14.3 %)



Customer Relations Snapshot Learning from Complaints July  eptember 2023

CFLL Corporate ASC

e  All upheld complaints attract actions to e  Proposal to establish a Task and Finish group to e ASC Management — Complaint

N duct a 6 week programme of work starting . . .
remedy injustice co¥ - >raring response training sessions given.
e Corporate Learning identified is detailed in in November 2023 to review the organisation

the table below wide approach to complaints handling e LGSCO Webinar attended by
« Pracice Challenge Meetings are nformed e e o compiTs s o ASC Customer Relations Manager.
gv IfarnmgS sha,redsior chil Cr;en's services e  This to establish ctlje?jra consri]stent standards anld e Case Tracker Improvements to
i ustomer >ervice steering Group Tor expectations; embedding this into operationa ; i ;
Education and Transport are informed by prapctice. & P improve efficiency of complaint
learning arising from complaints management system.
SERVICE ACTIONS AGREED THEMES
- Children’s Social Care * Direct Payment Policy Reviewed and Revised Lack of flexibility in the
% application of DPs
X Education Services * Review process for identifying children at risk of missing education Delays
due to non attendance for Health and other reasons Communication
Home to School Transport * Improve process for allocation of transport Delays
Highways * Review communication to residents re pavement works Communication
Highways * Training update on intervention levels for defects on VCOs Training
Planning, Land & Property * Complaint input into workshops and Service Level Agreement Procedures

between the Planning Department and Land & Property

Adult Social Care * Up and coming LGSCO learning spaces for Team Managers and staff Record Keeping
to attend a learning session covering a review of upheld LGSCO
cases, in which it was felt we could have done better in our record
keeping.



Customer Relations Snapshot SUMMARY UPDATES July to September 2023

The CFLL directorate is currently focusing efforts upstream on a more sustainable, restorative approach that aims to resolve family’s concerns as early as possible. The Customer Relations team is
partnering with service teams to jointly:

Improve service delivery in response to learning from complaints and user voice.
Improve proactive communication with families.

Engage in Early Resolution wherever possible

Ensure complaints are resolved fully at Stage 1

& wn=

Additional staff in the Customer Relations team and in Inclusion services taking up post in September 2023 will enable more concerns to be dealt with outside of the complaint process, greater quality
and consistency in complaint responses at Stage 1 and an improved customer experience. We expect to see escalation rates gradually dropping in early 2024.

The Customer Relations Steering Group in Education services is driving service improvements across key complaint themes, as well as a strategic communications plan to improve customer
experience and reduce complaint volumes. Training on restorative practice is due to be rolled out across the wider Education services in early 2024.

G, abed

In Adult Services the volumes of complaints recorded have increased by over 25% over the past two years. The increase is associated with the increasing complexity of the support provided by front
line services within Adult Social Care Services

To address the impact of this for the ASC Customer Relations Team, approval was sought to create an additional administrative support role within the ASC Customer Relations Team. The request
was approved as the volumes of complaints recorded evidenced the need to ensure that demand to support services in responding together with ensuring that the quality of service within the
Customer Relations Team was not compromised by the increased volume and complexity of complaints being recorded.

The Corporate Customer Relations Team has faced staffing resourcing challenges since the start of the current financial year. This was exacerbated by the challenge in recruiting a new Team
Manager from April 2023.

The challenges included the:
. Long term absence of a Customer Service and Relationships Officer due to ill health
. Maternity Leave for another of the Customer Service and Relationships Officers

In October 2023 the new Customer Relations Team Manager took up post, the officer on long term absence returned to duty, an officer was appointed as maternity cover and the Team successfully
recruited to a new and fourth Customer Service and Relationships Officer role within the Team. In the same month:

The new Team Manager has focused on training the new officers and in developing a ‘recovery plan’ to address the acknowledged delays in responding to complaints at the second stage of the
process The recovery plan includes the Team embracing the joint approach by the Local Government and Social Care Ombudsman in conjunction with the Housing Ombudsman. With this revised
approach in mind, it is anticipated that the complaint reviews at the second stage of the complaint process will be up to date by 31 December 202-

\'
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