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Part 1 - Policy

1. General Principles

City of York Council is committed to excellent customer service and to
securing customer satisfaction in the way it responds to complaints and
feedback from any of its service users. The Council will ensure it delivers a
better service to its customers by monitoring and measuring complaints,
concerns, compliments and comments. It will follow a standard procedure to
achieve greater consistency in how it deals with complaints and feedback.

City of York Council will collect information on complaints and feedback so
that it knows which areas of service customers are most satisfied /dissatisfied
with. This enables a closer look at whether to change aspects of the service
and/or offer training and support for staff to improve services as well as
ensure that staff dealing with complaints are appropriately trained and
supported.

City Of York Council will demonstrate that it listens to its customers’ views
and feeds them into service development. Gathering information on
complaints and checking responses to them is one way we will do this.

City Of York Council wishes to be responsive to complaints made by members
of the public; it views complaints as a valuable form of feedback. Therefore, a
formal Corporate Customer Feedback Policy and Procedure will ensure that a
complaint is fully investigated in a systematic and comprehensive manner and
will ensure that it is able to mirror the lessons about good practice in complaints
handling by learnt from statutory complaints procedures by being linked closely
with them.

Fundamentally, all complaints will be dealt with in accordance with this policy
and complainants should be advised about this.

City Of York Council will ensure that its feedback and complaints system:
¢ is easily accessible and understandable via one central function;

e is acknowledged and published as a model for developing good
practice;

e ensures a thorough and fair investigation within set time-scales;
e provides an effective response and appropriate redress;
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is independent from service provision; provides feedback to
management so that areas of dissatisfaction can be improved;

keeps complainants informed of progress;
is fully understood by all staff.
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2. Making a Complaint
In order to be as flexible as possible and subject to the Council’s procedures
for dealing with unreasonably persistent complaints, the Council will accept a
complaint from a member of public or anyone acting on behalf of a customer
with the proper authority and consent, in the following formats

« in person at any Council office

by telephone

* by letter

* by email

« through our website. www.york.gov.uk

A complaint is:

Any expression of dissatisfaction, however made, from a member of the
public about the level or nature of a council service or policy, or the way in
which the council’s staff carry out their duties

A complaint is not:

A request for a service that is made for the first time. For example, if a
customer complains that a streetlight is not working we will treat it as a
service request that we aim to fulfil by repairing it within the service level
agreement. If we then fail to repair it, and the customer is still unhappy, it
should then be defined and treated as a complaint

This policy does not relate to those services where there is a statutory
or other legislative requirement, or where there is another procedure for
expressing dissatisfaction e.g. Appeals. However a person may be
able to complain that another procedure or process has not been
followed appropriately

This policy and procedures will also be used if we receive a complaint
regarding one of our contractors or a partner organisation, which delivers
services on our behalf.



Annex B

3. Feedback e.g. Complaints, concerns, compliments and comments

The Council recognises that it is important to ensure feedback is also
recognised and used to inform service design/delivery and reviews. It is
equally important to give feedback regarding the service to the relevant
areas.

In order to assist this process, the Council has developed the same method
as for dealing with complaints, to collect, record and pass on feedback on a
regular basis to the management team, staff and councillors. This will help to
ensure the good work of staff is recognised and praised accordingly.
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Part 2 - The Procedures

4. Dealing with Complaints

The procedure is specifically designed to check that, everything that should
have been done has been done and that the Council’s procedures and
policies have been followed.

The identity of the person making a complaint should be made known only to
those who need to consider the complaint, it should not be revealed to any
other person or made public by the Council. Care should be taken to maintain
confidentiality where particular circumstances demand (for example,
information about third parties). It may not be possible to preserve
confidentiality in some circumstances, for example where relevant legislation
applies or allegations are made which involve the conduct of third parties.

The Corporate Feedback Team (CFT) will control and monitor all complaints,
concerns, compliments and comments across the council. They will work with
the Directorates to ensure all complaints are dealt with and response
timescales are met.

The CFT staff will record the details of the complaint. Customer services staff
will have the ability to transfer a call to the CFT, who will be specially trained
in dealing with complaints. Training for the different stages of complaint
handling and investigation will be provided to the CFT and made available to
Councillors.

The CFT is the communications, monitoring and reporting hub for the whole
Council. They will:

e ensure the right person in the right service gets the feedback

¢ monitor anything that needs a response to time or quality standards

¢ have their name and contact details on all responses to complaints so
the customer can come back to a single point of contact for further

action should they need to

e produce the customer feedback analysis and reports for DMT’s, Annual
Report to Scrutiny and Audit and Governance Committees

e respond to complaints on behalf of Directors at stage three of the
procedure
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e be the contact point for letters or investigations passed to the
directorate from our Local Government Ombudsman (LGO) Link Officer

Dissatisfaction Prior To a complaint

There will be occasions when a customer is dissatisfied with a service
provision and will contact the council to make them aware of this. When this
is the first time the council has been made aware of the problem, ‘Front-line’
staff who provide the service can generally deal with this quickly and
satisfactorily. The member of staff should ensure that all steps are taken to
resolve the person’s concerns and record this on the appropriate file.

If the complainant is not happy with the outcome at that point, it needs to be
escalated into the complaints procedure. .

Complaint Stages
Stage 1 — Line Manager Involvement - 10 Day response

At this stage the complaint will be logged on the system as a stage one
complaint by the CFT staff. CFT will then acknowledge the complaint in
writing to the customer and allocate to the appropriate line manager for
action.

A response will be given to the complainant by their preferred contact
method within 10 working days of receipt of the complaint, stating the
findings and outcome

The CFT will then send a follow up letter using the customers preferred
contact method to the complainant advising how they can progress the
complaint if they remain dissatisfied and will request that the customer
completes a satisfaction questionnaire regarding the complaints process.
They will then log the outcome of the complaint on the record and close the
complaint at that stage.

The CFT will then send an action plan template for completion by the
responding manager and when received will log this on the complaints file.
They will then send reminders for updates on completed actions and will
again log this on the file.
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Stage 2 — Head of service / Assistant Director - 20 Day Response

At this stage the complaint will have been progressed by the CFT or
started at this stage if decided by the CFT. The appropriate senior
manager will be assigned to the complaint by the CFT.

If the complaint is being progressed from Stage 1, the complainant will
not have to set out their complaint again, but will only need to state
what they remain unhappy or dissatisfied with following their Stage 1
response.

A response will be given to the complainant by their preferred contact
method (backed up in writing) within 20 working days from the start of
the stage. Acknowledgement, response, follow up and action plan will
be given as in stage 1.

Stage 3 — Chief Executive / Director of service — 20 Day Response

At this stage the complaint will have been progressed by the CFT or
started at this stage if decided by the CFT.

The CFT will be delegated the responsibility for investigating and
responding to complaints at this stage, on behalf of the Director or chief
executive so that the response is independent from service provision.
However the team will liaise with senior managers in preparing and
finalising their response.

A response will be given to the complainant by their preferred contact
method within 20 working days from the start of stage 3 and confirmed
in writing. Acknowledgement, response and action plans will be given
as in stage 1 and 2.

The complainant should also be made aware that if they are still
dissatisfied with the outcome they can take their complaint to the Local
Government Ombudsman (LGO), who may carry out an independent
investigation of the complaint. LGO details to be given to the
complainant enclosing the ombudsman’s information leaflet.



Annex B

5. Corporate Complaints Monitoring

The Assistant Director of Customer and Business Support Services will
corporately monitor complaints through the Corporate Feedback Team.

e The details of the Council’s procedures and contact details will be
contained on the Council’'s website.

e The Council will respond to complaints in a positive manner and
where it is clear that it has been at fault and caused injustice,
appropriate remedy will be authorised by the CFT manager within
principles set out in the LGO’s remedies guidance and in consultation
with senior managers, even if the complaint has not been referred to
the Ombudsman.

e Where a complaint has been referred to the LGO, the Council will
always use its best endeavours to meet the deadline set for responses
and will maintain a positive, professional working relationship with the
LGO Office.
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6. Dealing with Unreasonable and Unacceptable Behaviour

The council is committed to considering all complaints and learning lessons to
improve services. It recognises that in doing this, it will on occasions come
into contact with people who may be both angry and distressed and who may
have difficulties with communication, disabilities or illnesses which make their
contact with the council at these times persistent, strained or even hostile.

It is important at these times to consider the reasons for this behaviour and to
ensure that support is available to both the complainant and staff to enable
the complaint to be heard and dealt with in a fair and equitable manner.

Examples of unreasonable and unacceptable behaviour:

e The person repeatedly makes the same complaint with minor differences
and does not accept the outcome.

e The person changes aspects of the complaint or continues to add to the
complaint, hindering the investigation.

e The person regularly breaks appointments or will not allow appointments
with staff which would progress the complaints process.

e The person makes repeated contact with staff in different departments
through different routes, letters, faxes, phone calls, MP, councillor and
media enquiries.

e Contact is frequent, lengthy, complicated and stressful for staff and
repeats the same themes.

e The person will not allow the complaint to progress to the next stage, but
continues to express dissatisfaction.

e The person is abusive, makes inappropriate or personal comments, makes
threats, or uses aggressive behaviour including shouting or swearing at
staff.

Where one or more of the above types of behaviour is present, the complaint
manager will attempt to identify reasons for this and strategies to resolve any
difficulties by talking to the complainant and members of staff and may chose
to hold a planning meeting or complete a risk assessment.

If appropriate and not already in place the possibility of an advocate or other
support will be considered to enable the person to express and pursue their
complaint and understand what action is being taken.

Where further support is not appropriate or is unsuccessful the complaint
manager will write to the complainant explaining what behaviour they are
using which is unreasonable or unacceptable. They will also advise them of

10
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strategies to reduce the unreasonable or unacceptable behaviour so that the
complaint can be pursued and services can continue.

This may involve:

¢ |dentifying a key person, or team that the complainant should restrict their
contact to.

e Agreeing times and frequency of contact.

e Requesting they provide clarification of the complaint and their desired
outcomes.

e Reminding them that staff cannot enter into discussions about outcomes
which have already been reached unless they allow this to be moved to
the next stage.

e Requesting that they do not use inappropriate or abusive comments, shout
or swear at staff, make threats, or use aggressive behaviour.

This letter will also advise them that if the unreasonable or inappropriate
behaviour continues, it may become necessary for staff to discontinue the
investigation of the complaint and discontinue their contact with the person.

If it becomes necessary to discontinue the investigation of a complaint and
discontinue contact, this decision will be made in consultation with senior
managers and a review of this must be held at least annually. The complaint
manager will write again to the complainant to advise them this action will be
taken, explaining the reasons for this and when it will be reviewed. The letter
will also advise the person of their right to contact the LGO and that any new
complaints will be investigated through the normal procedure.

The letter will also remind them how they can contact the department
providing services to them to discuss any day to day issues which arise and
how to request new services if this becomes necessary.

A copy of the letter will be circulated to relevant staff and managers.

Where threats or aggressive behaviour is likely to put staff at serious risk,
contact will be withdrawn immediately without notification. A risk assessment
will be completed with senior managers and this will identify if contact can
continue and how this should be done. In these cases the option of contacting
the Police and or taking legal action should always be considered.

11
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7. Making a complaint about the conduct of a councillor

From 8 May 2008 the responsibility for considering complaints that a
councillor may have breached the Code of Conduct moved to the standards
committees of local authorities.

The Code of Conduct sets out the rules governing the behaviour of
councillors in local authorities across the country and is included in Part 5 of
the Council's Constitution.

What this means

Complaints about the conduct of a City of York Councillor or a Councillor from
one of our parish councils must be submitted in writing to:

Chair of the Assessment Sub-Committee,

The Standards Committee, C/O the Monitoring Officer
City of York Council,

Guildhall,

York YO1 9QN.

Link to website to submit complaints online:
http://www.york.gov.uk/council/Elected representatives/Councillors/complaint
si#

What happens next?

The assessment sub-committee can only deal with complaints about the
behaviour of a councillor. It will not deal with complaints about things that are
not covered by the Code of Conduct. Any complaints must be clear as to why
the complainant thinks that a councillor has not followed the Code of
Conduct.

The assessment sub-committee aims to make an initial assessment of the
complaint within 20 working days of receipt. If the decision is to take no
further action, complainants will have the right to ask for that initial decision to
be reviewed.

12
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8. Performance Measures

The Council will monitor the effectiveness of this policy and procedures by
collating all relevant information and statistics and will use these when it
undertakes reviews of this policy and service delivery.

The Council will hold information on its Customer Relationship Management
(CRM) system where available — in service areas where CRM is not
available, a system will be introduced which is consistent with CRM and
across the council.

This will comprise:

e The total number of complaints received
how quickly they were dealt with
whether they were resolved to the satisfaction of the complainant.
equalities and diversities monitoring data (customer profiling)
complaints received per directorate and department (Departments as
per Appendix 4)
e Lessons learnt and action taken to improve services

It will use the information to:

¢ |dentify areas of dissatisfaction with services;

e Highlight areas for service improvement;

¢ Monitor the success of service improvements based on the number of
complaints subsequently received;

e Produce a quarterly and annual statistical report.

e Support the Council’s Fairness and inclusion strategy, Engagement
Strategy and Customer Strategy

e Support corporate strategy and effective organisation theme

This information will be reported to the Scrutiny and Audit and Governance
Committees, Annual Report, etc.

The following performance information will also be collected:

Number of Councillor and MP enquiries received.

Number of access to records and Fol’s received.

Number of concerns, comments and compliments received.
Number of complaints received.

Number of complaints at stage 1,2,3.

Number of Ombudsman cases and their outcome (Annually).

13
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e Number of concerns complaints Upheld, Partly Upheld, Not Upheld, and
Not Pursued.

¢ Quality monitoring through customer satisfaction with the
process/procedure (not the outcome) levels

14



Annex B

9. Quality Monitoring

Quality Monitoring will be conducted throughout the procedures by the CFT
using results from the action plans put in place at each of the complaint
stages as well as customer satisfaction results

15
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Appendix 1

CITY OF YORK COUNCIL

Monitoring the Customer Feedback Procedure

1. How did you find out how to make a comment or complaint?
Member of council staff [ |  Professional not employed by the council eg doctor [ ]
Leaflet [ ] Council's website [ ]
Friend / relative [ ] Advocate [ ]
Other

2. How easy was it to make the comment or complaint?
Very easy [ | Fairlyeasy [ | Neither/nor [ Fairly difficult [ ] Very difficult [ ]
3. Was your complaint answered by the date you were given?
Yes [ ]GotoQ5 No [_] Continue

4. If your complaint was not answered in time, were you happy with the way staff kept
you up to date with what was happening?

Yes [ ] No []

5. Were you given a contact name and telephone number in case you had any further
queries?

Yes [ ] No []
6. Were staff helpful?
Yes [ ] No []

7. If you needed support to help you make your comment or complaint, did we
arrange this for you?

Yes [ ] No [] Not applicable []

If you have any further comments please send on a separate sheet

Thank you for taking the time to complete this questionnaire.

On the back of this questionnaire there is an Equalities Monitoring form which helps us to
check that everyone is getting the same standard of service.

16



Annex B
Appendix 2

EQUALITIES AND DIVERSITY FORM

Filling in this form is anonymous and optional. City of York Council and its partners need to
know that services we provide reach all the people in our area. The information you provide
will be used to help us and our partners make sure that we provide appropriate services for
everyone, irrespective of individual differences like age, gender, disability, race, religion and
belief, and sexual orientation. Our partners include the NHS, the community and voluntary
sector and the emergency services. It is our policy and also a Government requirement to ask
these questions so that we can improve life in the city for all.

Gender [ ] Male [ ] Female [ ] Transgender

Age Group
[ Junder16 [ ]16-19 []20-24 []25-29 []30-44 [ 145-59 [ ]60-64

[ ]165-74 [ 175-84 [185-89 [ ]90& over

Ethnic Origin (please indicate by a tick in the appropriate box)

White Mixed Black or Black British

[ ] British [ ] White and Black Caribbean [ ] Caribbean

[ ] lIrish [ ] White and Black African [ ] African

[] Any other White [ ] White and Asian [ 1 Any other Black background
background

[] Any other mixed background

Asian or Asian British Other Ethnic groups

[ ] Indian [ ] Chinese

[ ] Pakistani [ 1 Any other ethnic group [ 11 do not wish to disclose my
ethnic group

[] Bangladeshi

[ Any other Asian

background

Are you a disabled person?
[]1do not wish to disclose whether or not | have a disability

[ ]Yes [ ] No

Sexual orientation

| do not wish to disclose my sexual orientation
Lesbian

Gay

Bisexual

Heterosexual

NN

Religious Belief If you are comfortable giving us this information it will help us check
everyone is getting the same standard of service:

[] | do not wish to disclose my religion/belief
[] Atheism [1 Buddhism [ ] Christianity [ ]  Hinduism
[] Islam []  Judaism []  Sikhism [ ] Other

17
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Appendix 3

Action Plan following feedback
Reference Number: <pre populated by system>
Name of responding manager: <pre populated by system>
What stage was the complaint at (if appropriate): <pre populated by system>

Brief description of feedback/ complaint: <pre populated by system>

Was the complaint: (This relates to whether you agreed, partly agreed, or disagreed with
what the customer said had happened or not happened. The complaint will only be not
pursued if the customer decided they no longer had a complaint before any work you
completed). Please indicate by highlighting in bold if emailing or circling if posting.

Upheld Partly Upheld Not Upheld Not Pursued

What lessons have been learnt and actions to be taken: through this feedback:

By when: <pre populated by system>
By Who: <pre populated by system>

Date action completed: <pre populated by system>

18



Council Directorates and Departments

s Office of the Chief Executive
:j} Chief Executive: Kersten England

Hali(e‘ting & : Procurement
‘Communications Performance &

Transformation Improvement

Policy &
Partnerships
Without Walls

Communities &

Neighbourhoods
Director: Sally Bums
Adult Education Parking Services
Arts & Culture Parks & Open
Bereavement Services S
Civil Engineering &  Play Team
Highway Maintenance Registry Semvices
Cleaning Safe City
Environmental Health  Sport & Active
Equalities & Diversity  Leisure
Eami : Street Environment
mily Leaming i
i Supported Adult
Housing Learning
Libraries & Heritage Trading Standards
Lisemd Voluntary &
Neighbourhood Community Sector
Management Support
Neighbourhood Pride  Waste Services
Sernvice

Director: lan Floyd

Business Rates Financial Services

Civic Legal & Fraud

Democratic Services Health & Safety
Council Tax Housing Benefit
Council Tax Benefit Human Resources
Creditors Insurance
Debtors Internal Audit

Customer & Business Support Services

Information &
Communications
Technology (ICT)

Payroll

Risk Management
Welfare Benefits
Advice

York Customer Centre

Adults, Children & Education

Director: Peter Dwyer

Care Management & Extended Services
Work

S Family Learning &
Children's Trust Support
gl‘"“'f' &c“ . F ing & Adoption
mtracting

.anmng _c = Home Care
Disabled Children & ) o
Young People Services Learning Disabilities
Drug & Alcohol Action  Mental Health
Team Services
Early Years Semice Older People

Residential Care
Respite Care

School Improvement
School Organisation
& Support

Special Educational
Needs

Youth Offending Team
Young People's
Services
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Appendix 4
City Strategy
Director: Bill Woolley
Building Control Highways Network
) Strategy &
City Centre
Management & Management
Development Land Charges
City Development Local Bus.
Conservation & Urban FoAEcl
Design Property Services
Development Control  Science City
Econcmic Skills Training
Development Sustainability &

Emergency Planning
& Business Continuity
Engineering
Consultancy

Future Prospects

Highway Safety

Carbon Reduction

Tourism & Visitor
Information

Transport Planning
Waste Strategy
York Training Centre

CITY OF

YORK

COUNCIL
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Appendix 5

Ombudsman Complaint Procedure

The Local Government Ombudsmen (LGO) is an independent, impartial and free service,
which investigates complaints about councils and certain other bodies. They investigate
complaints about most council matters including housing, planning, education and social
services and about how the council has done something. But they cannot question what a
council has done simply because someone does not agree with it.

From 1 April 2009, the LGO has new arrangements for dealing with complaints. This new
procedure, called “Council First” requires all complainants to go through all the stages of
their council’'s own complaints procedure before the Ombudsman will consider the
complaint. However it is recognised that there will be some complaints where, for one
reason or another, it would be inappropriate for this requirement to apply. Following
consultation, the LGO decided that the following complaints will normally be treated as
exceptions to the general requirement:

Complaints where the subject means the matter is clearly urgent

The LGO believes there are some complaints, which require priority consideration
because time is a key factor in the injustice claimed. These are:

e Complaints about education (except transport) — school admission complaints are
already treated as a priority

e Complaints about homelessness — where the complainant is currently or will imminently
be homeless

Complaints where the LGO or the council decide that completing the council’s own
procedure would be to the detriment of the complainant

These are:

e Complaints where there has been unreasonable delay by the council in processing a
complaint — the LGO believes that 12 weeks is generally sufficient time to conclude an
investigation but what is unreasonable will depend upon the particular circumstances of
the complaint

e Complaints where the council’'s Chief Executive has exercised discretion not to
investigate further — the LGO will check with the council if this is unclear

e Complaints where the LGO has exercised discretion to accept a complaint because
he/she has good reason to believe the council would not handle it effectively — this
would only happen after the LGO had discussed the matter with the council concerned.

20
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e Complaints against more than one body — to avoid the possibility of different time
scales for different procedures, the LGO will accept a complaint, which is made against
two authorities within the jurisdiction of the LGO or within the jurisdiction of the LGO
and Parliamentary and Health Service Ombudsman.

Complaints where the complainant’s circumstances indicate a need for priority
e Complaints made by children and young people — up to the age of 21 or 25 if disabled

e Complaints where referral to the council would disadvantage an already disadvantaged
complainant — where the particular circumstances indicate vulnerability and/or the need
for urgency; the LGO will always provide reasons

It is already normal practice for us to require the completion of our complaints procedures
and some complaints, most notably about school admissions and homelessness, have
always been given priority.

This is the procedure that the Ombudsman adheres to:

e On receipt of a complaint to the Ombudsman, a letter will be sent to the Authority
advising us of the complaint with a 28-day response target.

e If noresponse is provided to the Ombudsman within this target, they will contact our
Link Officer (who is our Head of Legal) who will then contact the relevant Head of
Service for a progress report on the complaint.

e If there is still no response at this stage it will be filed for a further 14 days.

e |f the Ombudsman has still not received a response after 14 days, a letter will be
written to the Chief Executive. This will advise the Chief Executive that the Head of
Service and Case Officer for the complaint will be required to report with all files
relevant to the case for an interview at the Ombudsman’s offices in York.

To make a complaint or for advice on making a complaint to the LGO, you can contact the
Advice Team —which is available from Monday to Friday from 8.30am to 5.00pm

Tel: 0845 602 1983 or 0300 061 0614 (calls may be recorded for training and
quality purposes)
Fax: 024 7682 0001
Text: "Call Back" to 0762 480 4299
Send to: The Local Government Ombudsman
PO Box 4771
Coventry
CV4 OEH
Email: advice@lgo.org.uk
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Target Measuring

maladministration claims

Targets Year | Year | Year
1 2 3

Complaints dealt with within target | 85% |90% | 95%

time

Complainants found the complaint 85% [90% |95%

process easy to understand

Written correspondence (letter, faxor | 85% |90% | 95%

e-mail) responded to within 20 days

Number of Ombudsman 0 0 0
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Appendix 6
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