


He ad lin e  Fin d in gs

3730  co m p la in t s  
we re  re ce ive d  in  

20 23/ 24 .

This is compared to 
319 6  in  20 22/23, an  

incre ase  o f 14%. 

Cus t om e r Enq uirie s  
d e t a ile d  in  t h is  
re p ort  (12,9 12), 

m ad e  up  le ss  t h an  
1% of t he  t o t a l 

num b e r o f Cus t om e r 
in t e rac t ions  in  

20 23/24 (1,515,355).



He ad lin e  Fin d in gs

383 co m p lim e n t s  
we re  re ce ive d  in  

20 23/ 24 .

This is the sam e  
num b e r o f 

com p lim e n t s  a lso  
re ce ive d  in  20 22/23.

Le ss  co m p la in t s  
we re  up h e ld .

45% of a ll re so lve d  
com p la in t s  we re  
up he ld  t o  som e  

d e gre e  in  20 23/24, 
com p are d  t o  48% in  

20 22/23.

Mo re  e n gage m e n t  
wit h  co m p le t in g 
‘Le sso n s  Le a rn t ’ 

fo rm s.

30 % of com p la in t s  had  
a  ‘Le ssons  Le arn t ’ 
re co rd e d  fo r it  in  

20 23/24, up  from  22% in  
20 22/23. Th is  is  an  

incre ase  o f 8%.

Le ss  e n q u irie s  
we re  m ad e  t o  t h e  

Om b ud sm an .

117 e nq uirie s  we re  
m ad e  t o  t he  

Om b ud sm an  in  
20 23/24. Th is  is  a  

d e cre ase  o f 16  case s  (-
12%) from  t he  133 

e nq uirie s  sub m it t e d  in  
20 22/23.



He ad lin e  Fin d in gs

Sligh t ly m o re  St age  
1 Co m p la in t s  

p ro gre sse d  t o  St age  
2.

6 .1% of stage 1 
com p la in t s  p rogre sse d  
t o  a  s t age  2 com p la in t  
in  20 23/24, incre ase d  
from  5.8% in  20 22/23.

St age  2 
co m p la in t s  
co m p a riso n  
wit h  St age  1 
co m p la in t s  

re ce ive d  o ve r 
t h e  la s t  5  

ye a rs .



He ad lin e  Fin d in gs

More  Coun cillo r En q u irie s  m e t  t h e  10 -d ay SLA. More  MP En q u irie s  m e t  t h e  10 -d ay SLA.



He ad lin e  Fin d in gs

St age  1 an d  St age  2 com p la in t s  fo r 
e ach  Dire c t o ra t e  m e e t in g t h e  SLA.

Com p la in t  b y Ou t com e s t h a t  h ave  b e e n  
re so lve d  in  20 23/ 24  (St age  1 an d  St age  2).



Re co m m e n d a t io n s  Act io n s

To replace the current systems (DASH and 
Op e nHousing) wit h  a  ne w, s ingle  sys t e m  t ha t  

is  in t u it ive  and  use r-frie nd ly. 

• Busine ss  case  t o  b e  re vie we d  b y t he  Exe cut ive  Dire c t o r o f Finance  and  Transfo rm at ion  and  
t he  Ass is t an t  Ch ie f Exe cut ive  as  p art  o f d e ve lop ing a  d igit a l b lue p rin t  fo r t he  o rgan isa t ion . In  
vie w of t he  im p ort ance  o f Cust om e r J ourne y, a longs id e  t he  e m e rging p rop osa ls  fo r a  d igit a l 
b lue p rin t , a  so lu t ion  will b e  id e n t ifie d , and  a  p rocure m e n t  p roce ss  will b e  in it ia t e d . 

To  in t rod uce  t ra in ing and  re fre she d  gu id ance /  
t e m p la t e s  in  o rd e r t o  ad d re ss  avo id ab le  

fo llow-up  con t ac t s  fo r e nq uirie s  and  
com p la in t s .

• Cust om e r Fe e d b ack Te am  t o  up d a t e  t e m p la t e  le t t e rs  and  gu id ance  on  in t rane t  p age  on  
what  ne e d s  t o  b e  inc lud e d  in  re sp onse  le t t e rs .

• Ne w b e sp oke  Cust om e r Se rvice  t ra in ing t o  com m e nce  in  Se p t e m b e r. Th is  will b e  a im e d  
p rim arily a t  fron t -line  s t a ff, wit h  t he  in t e n t ion  t o  a lso  ro ll t h is  ou t  t o  som e  b ack-office  s t a ff. 
Th is  t ra in ing will cove r coach ing skills  fo r Te am  Le ad e rs  and  Sup e rviso rs  and  will p rovid e  
Cust om e r Skills  Tra in ing fo r s t a ff.

To  re vie w t he  o rgan isa t iona l loca t ion  o f t he  
com p la in t s  func t ion  wit h in  t he  Counc il.

• Following t he  conc lus ion  o f t he  Phase  2 re vie w of t he  Ass is t an t  Dire c t o r t ie r o f t he  Counc il, 
t he  o rgan isa t iona l loca t ion  o f t he  com p la in t s  func t ion  wit h in  t he  counc il will b e  re vie we d .

Re co m m e n d a t io n s



Re co m m e n d a t io n s  Act io n s

To ensure that a renewed effort is made to 
und e rline  t he  im p ort ance  o f Le ssons  

Le arn t  ac ross  a ll d ire c t o ra t e s  and  se rvice  
a re as , as  a  ke y p art  o f t he  se cond  p hase  o f 

t he  im p rove m e n t  journe y, e m b e d d ing a  
cu lt u re  o f con t inuous  im p rove m e n t .

• Cust om e r Fe e d b ack Te am  t o  re vie w t he  q ue s t ions  b e ing aske d  in  Le ssons  Le arn t  fo rm s and  
aud it  t he  le ssons  le a rn t  fo rm s com p le t e d  across  e ach  d ire c t o ra t e . 

• Cust om e r Fe e d b ack Te am  t o  asse ss  t he  im p ac t  o f le ssons  le a rn t  on  t he  im p rove m e n t  o f 
se rvice  d e live ry, and  what  can  b e  d one  t o  im p rove  t h is .

• Com p la in t s , Com p lim e n t s , Enq uirie s  & Le ssons  Le arn t  a re  t o  b e  ad d e d  on t o  t he  m on t h ly 
age nd a  fo r Dire c t o ra t e  Manage m e n t  Te am s.

• Ins igh t s  from  Com p la in t s , Com p lim e n t s  and  Enq uirie s  a re  t o  b e  fe d  in t o  a  co rp ora t e  e vid e nce  
b ank, wh ich  in  t u rn  will b e  share d  across  se rvice  a re as  t o  in fo rm  se rvice  p lann ing.

• Le ssons  Le arn t , Com p la in t s , Com p lim e n t s  and  Enq uirie s  a re  t o  b e  on  t he  Age nd a  a t  le as t  once  
annua lly a t  Wid e r Le ad e rsh ip  Te am . 

• Wit h in  t e am s t ha t  have  a  h igh  le ve l o f com p la in t s , Le ssons  Le arn t  a re  t o  b e  on  t he  age nd a  on  a  
m ore  re gu la r b as is , d iscuss ing com p la in t s  re ce ive d , wha t  t he  le ssons  t o  b e  le a rn t  a re , and  how 
b e s t  t o  com m unica t e /ac t ion  t hose  le ssons .

Re co m m e n d a t io n s



Re co m m e n d a t io n s  Act io n s

To ensure that more is done to recognise 
and  m ot iva t e  t hose  who  re ce ive  

com p lim e n t s  fo r t he ir e xe m p lary se rvice s  
and  ac t ions , as  we ll as  c ircu la t ing t he se  live d  

e xam p le s  o f our va lue s  counc il-wid e .

• All com p lim e n t s  a re   t o  go  t h rough  t he  Cust om e r Con t ac t  Ce n t re , whe re  t he y can  b e  
re gu la t e d . Th is  will m e an  t ha t  e ach  com p lim e n t  is  com m unica t e d  corre c t ly, and  none  a re  
los t  in  t he  p roce ss . 

• Com p lim e n t s  a re  t o  b e  incorp ora t e d  in t o  1-2-1 che ck in s  and  ap p ra isa ls .
• Com p lim e n t s  a re  t o  b e  h igh ligh t e d  in  a  re gu la r se gm e n t  in  co rp ora t e  com m unica t ions , 

h igh ligh t ing Sand we ll Value s  b e ing shown  t h rough  t he se  e xam p le s .

To  re vie w t he  un re asonab ly p e rs is t e n t  
b e haviour p o licy.

• The  unre asonab ly p e rs is t e n t  b e haviour p o licy is  t o  b e  re vie we d , t o  se e  if it  is  s t ill fit  fo r 
p urp ose . Th is  re vie w will a lso  look in t o  how t h is  p o licy is  b e ing use d  in  p rac t ice , and  
whe t he r any change s  ne e d  t o  b e  m ad e  t o  it .

To  re vie w and  s t re am line  Sand we ll Counc il’s  
Om b ud sm an  p roce sse s  and  p roce d ure s .

• The  la t e s t  annua l re vie w from  t he  LGSCO is  t o  b e  ana lyse d , wit h  any find ings  and  le a rn ing 
b e ing use d  t o  in fo rm  change s  m ad e  t o  t he  Counc il’s  curre n t  Om b ud sm an  p roce d ure s .

Re co m m e n d a t io n s
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