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Introduction

This report summarises Member Enquiries, complaints, Ombudsman caseload and
FOI activity alongside performance from the 1st April 2019 to 31st March 2020.

To provide some context to the report, it is estimated that we have nearly 1 million
interactions/ enquiries with residents and businesses throughout Haringey council in
any given year. Below provides a breakdown on how many customer interactions
were had across some of the services where our residents interact with us the most.

Revenues & Benefits

e 143,532 customer interactions. This figure includes data received from the
DWP. Within this figure were a collective 70,496 of which were new claims,
change of circumstances, general correspondence and where the customer
has made contact via Customer services.

e 96,448 incoming documents for Council Tax in the financial year Apr 19 — Mar
20.

e 7,500 Business Rates customer interactions

Customer Services & Libraries
e 129,579 customers served in the face to face contact
o 325,752 telephone calls answered
e 168,763 processing correspondence this was either online or email enquiries

E&N
e 31,312 Our Haringey customer interactions for Parks, Waste Enforcement and

Highways
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e 444 Clinical waste service requests

Adults
e 18,927 call handled
o 4325 referrals
e 1800 assessments completed
e 773 re-enablement completed

Therefore, the number of complaints and concerns received accounts for less than
<1% of our customer interactions.

1. Describe the issue under consideration

1.1 This is the annual report and analysis of Complaints, Ombudsman Cases,
Member Enquiries and Freedom of Information Requests for the period
2019/2020.

1.2  Previously these have been separate reports, however in order to provide a full
overview of the whole area they have been merged into one document under
separate headings.

2. Input Requested from Overview & Scrutiny

2.1 ltis requested that Overview & Scrutiny note the contents of the report.

3. Complaints

3.1 Haringey Council welcomes feedback and complaints and has set challenging
targets to respond to 95% of Stage 1 complaints within 10 working days and
80% of Independent Reviews (second stage complaints) within 25 working
days.

3.2 The Feedback team merged with the Feedback and Information Governance
team (FIG in the last quarter of 2019 and are now called the Corporate
Feedback Team. This team now administer complaints at the first stage as well
as administer and investigate second stage complaints- Independent Reviews.
The team sits under the Corporate and Customer Services directorate.

3.3  The majority of complaints are received electronically through email or via an
online form. In order to encourage channel-shift hard copy paper forms have
been removed from public access points and the direct email/postal address
for the complaints team is not publicised, however we are able to provide
paper copies if the customer is unable to make a complaint through other
means.

3.4  Ouraim is to continue to drive the use of the e-form online as it is the preferred
method to receive complaints which allows the request to be directed to the
appropriate place to enable a timelier response.
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3.5

3.6

3.7

3.8

3.9

3.10

3.11

3.12

Method 16/17 17/18 18/19 19/20
Email 56% 60% 58% 58%
Online form 31% 30% 35% 38%
Letter 9% 6% 4% 3%
Phone Call 4% 3% 3% 1%

As per the following table, there has been a pleasing reduction in complaints
received however this shows a performance decrease of 4% for 2019/2020
compared to 2018/2019 for Stage 1 complaints.

Volume % Volume % Volume % Volume %

Replied to on | Replied to on Replied to Replied to

time 2016/17 | time 2017/18 on time on time

2018/19 2019/20

Stage 1 1,896 1,396 1,516 1326
Complaints 89% 85% 87% 83%
Children’s Social 16 21 31 17
Care Complaints 56% 71% 68% 53%
Adults Social Care 61 56 72 72
Complaints 100% 96% 93% 89%

Children’s Social Care complaint volumes have seen a pleasing decrease by
46% however a further 10% reduction with performance in responding on
time. Adults received the same number of complaints as the previous year
with a slight decrease in performance in responding on time.

Where it is accepted that the authority is at fault in some way the complaint is
“upheld”. 43% of first stage complaints were upheld in 2019/20 an increase for
the first time in 3 years.

The following table below shows the upheld rate across the different service
areas. The majority of upheld complaints were for the three council services
that received the most complaints and relate to non-collection of rubbish, poor
standard of service, lack of timely response, communication and staff
behaviour.

There were 172 complaints around staff behaviour a reduction of 16% from
2018/19. Key themes across the services were poor attitude and being rude or
unhelpful on the telephone or face to face and behaviour of Civil Enforcement
officers or Social Workers When investigated 94 of these 172 were upheld.
These were remedied with apologies where appropriate and further training or
guidance for those staff.

Training is available on FUSE (the corporate learning and development tool) on
roles and responsibilities for all staff in relation to complaint handling. Recently
the Corporate Induction session was enhanced to highlight this for new joiners.
Additionally, the induction pack has been updated to provide weblinks for easy
access for staff.

There will be a focus in the Corporate Management Group in the next couple of
months reviewing roles and responsibilities in managing cases. Providing
quality responses will be a key area to focus on as we move forward, and we
will look at early intervention to provide the best outcome for our residents
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Service Area ' % of Complaints Upheld

Environmental Services and 31%
Neighbourhoods

Corporate & Customer Services 40%
Customer Services & Libraries 44%
All other Services 32%

*For this reporting year we have been unable to split the Customer Services and
Libraries data following the restructure in Respond in February 2020 however
this will be reflective in next year’s data.

*All  other services include, Adults, Commissioning, Strategy &
Communication, Public Health, Shared Digital, Schools and Learning and
Children services *

3.13 The following table shows the five Service Areas that received the most
complaints in 2019/20. As expected, they are also the service areas that
interact most with residents.

% of Total

No. of Complaints
Service Area Complaints Received
Revenues 240 18%
Commissioning & Client
(including on street waste) 226 17%
Contact Centre 207 16%
E & N Operations 204 15%
Community Safety & Enforcement 79 6%
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3.14

3.15

The following table shows the top reasons why people submit complaints.
2019/20 data shows a shift from 2018/19. Previously the majority of complaint
reasons were showing as inadequate /inaccurate communication. It is now
showing as poor standard of service.

Although the data shows a shift this year in “Poor Standard of Service” being
the top reason for submitting complaints, Inadequate inaccurate information is
a close second reason for complaints. The aim of the Partnership
Improvement Group will be to focus on these two areas to really understand
how we learn, address and resolve the issues experienced by our residents.
This includes complaints that may be cross-directorate.

Complaint Reason %
Poor standard of service 41%

Inadequate /inaccurate information 37%

Employee Behaviour 9%

Failure to provide a service 8%

Dissatisfaction with policy/decision 5%

Independent Reviews (Stage 2 Complaints)

3.16

3.17

The Corporate Feedback Team reviews stage one complaints for both the
Council and Homes for Haringey. The following table shows a small decrease
in volumes for this year whilst still performing above the target of 80%.

2016/17 2017/18 | 2018/19 2019/20

Volume 402 280 358 282
% responded to on-time 84% 87% 92% 88%
(Target 80%)

All first stage responses give the complainant details on how to escalate their
complaint if they remain dissatisfied, a total of 21% took their complaints to
the next stage. Of the 282 investigated, a total of 29% were upheld or partially
upheld. This is an increase in of 3% on the previous year. The following table
below breaks this information down across Service Areas.

HFH upheld or partially upheld complaint cases were about communication,
delays in responding to reported issues, missed appointments and poor
service.

Corporate and Customer service upheld, or partially upheld complaints were
due to recovery of enforcement agents costs, problems applying for a parking
permit, lack of response to emails and failing to close an account

Environment and Neighbourhoods upheld, or partially upheld complaint cases

were due to missed refuge collections, lack of action on car dealership, road
sweeping or lack of communication.
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% of

total
No. upheld
upheld /
% / partly
No of % of Total partly upheld
Service Area IRs IRsreceived upheld cases
Homes for Haringey 127 45% 49 39%
Corporate & Customer Services 58 20% 11 19%
Environment & neighbourhoods 46 16% 10 22%
Planning Building & Sustainability 12 4% 0 0%
Customer Services & Libraries 8 3% 2 25%
Children's Services - Safeguarding &
Social Care 8 3% 1 12%
Corporate Governance 6 2% 2 33%
Children's Services - Early Help and
Prevention 5 2% 0 0%
Commissioning 4 1% 1 25%
Adult Social Services 4 1% 2 50%
Housing 2 1% 1 1%
Schools & Learning 1 1% 1 50%
Capital Projects and Property 1 1% 1 100%
Total 282 100% 81

Complaints Next Steps

3.18 The Feedback and FIG team have now merged and are called the Corporate
Feedback Team and the priority for the Service will be to continue working in
partnership across Haringey with all business units.

3.19 Stakeholder meetings with the Managing Director of Homes for Haringey
continue to be held monthly to review and discuss the complaints performance
to understand how they can improve. Specifically, on timeliness of responses
alongside learnings from cases upheld, focusing on the Housing Ombudsman
and Local Government Ombudsman cases.

3.20 The work to upgrade the Respond IT system to the latest version to support with
logging and managing cases remains the focus as part of the Customer First
(formerly known as FOBO) programme

3.21 The automation programme will create capacity in the team to undertake quality
checking on stage one complaints. The learning from these will form part of the
Partnership Improvement Group discussions.
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Compliments

3.18 We record compliments from residents whether it be by email, letter, online or
via a manager.

We received 80 between April 19 — March 20 and the table below provides a
breakdown of the

service area complimented.

This compliments table in the report is new this year and will be included in the

report going forward.
Service Area No. of Compliments
Adult Social Services 22
Corporate & Customer Services 21
Children’s Services — Safeguarding & Social Care 12
Customer Service & Libraries 10

Schools & Learning 5
Environment & Neighbourhood 4
Children Services Early Help & Prevention 2
2
1
1

Commissioning

Corporate Governance

Planning, Building Standards & Sustainability
Total 80

4. Member Enquiries

4.1 In 2019/2020 a total of 2460 enquiries were received from Members including
enquiries on behalf of customers and residents from Haringey Councillors
(82%) and Members of Parliament (18%). This is a decrease of 13% from
2018/19.

4.2  The target is to respond to 95% of Member Enquiries within the 10 working
days. In 2019/20 the response rate was 88%.

4.3 The following table shows the comparative performance data across the last
three years

4.4  As requested in the previous OSC committee 2176 of the 2460 enquiries were
responded to on time. Of these 284 were responded to late showing an
average of 5 days delay.

4.5 We are exploring automation options that will offer Members an easy way to
log and track their ME casework, this is in the very early stages.

\ Number % Replied to on-time
2019/20 2,460 88%
2018/19 2,778 92%
2017/18 2,249 89%
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4.6 The following table shows the breakdown of Member Enquiries received across

service areas for 2019/20.

No. of % of Total
Service Area 2019/20
Environment & Neighbourhoods 1465 60%
Corporate & Customer services 283 11%
Planning, Building Standards & 179 7%
Sustainability
Adult Social Services 98 4%
Commissioning 75 3%
Schools and Learning 71 3%
Housing 62 2%
Children’s Services- Safeguarding & 42 2%
Social Care
Customer Services & Libraries 36 1%
Capital Projects and Property 31 1%
Regeneration & Economic Development 30 1%
Children's Services - Early Help & 30 1%
Prevention
Corporate Governance 26 1%
Strategy and Communications 15 <1%
Public Health 7 <1%
Finance 3 <1%
Digital Services 3 <1%
HR & OD 2 <1%
Transformation and Resources 1 <1%
Construction related project Delivery 1 <1%

4.7  The following table breaks this information down further for the top 3 service

areas.

Environment & Neighbourhoods 60%

Operations 41%
Community Safety & Enforcement 29%
Commissioning & Client 28%
Organisational Resilience 1%
Procurement 1%

Corporate & Customer Services 11%

Revenues 41%
Benefits 30%
Contact Centre 9%
Finance Operations 7%
Corporate Feedback Team 5%
Library Services 3%
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4.8

4.9

Business Change 2%
HR Strategy and Reward 1%
SSC HR Operations 1%
Customer Service Centres 1%

Planning. Building Standards & Sustainability

Development Management and Planning 59%
Planning Policy & Transport Planning 29%
Building Control 6%
Carbon Management 5%
Business Development & Technical Support 1%

Below gives a breakdown of issues raised in the enquiries

Nature of Enquiry

General Information / Service Request 76%
Poor standard of service 8%
Inadequate / Inaccurate Communication 8%
Dissatisfaction with policy / decision 4%
Failure to provide a service 3%
Employee Behaviour 1%

A total of 88% of Member Enquiries were requests for information or Service
Requests.

Haringey Council has been taking continued steps to encourage residents to
self-serve via apps or through the website as this is the most efficient way to
report such matters due to the integration with current operating systems
managed by both Homes for Haringey and Veolia (our external Waste
Management contractor) rather than raise them via their Councillors.

The below graph shows the collective total in percentage of the 2460 Member
Enquiries received by ward.

This was asked for following the last OSC meeting, therefore it has been
included in this year’s report. The high percentage of ME’s showing as
unknown address is where we did not have an address on the enquiry
therefore, we could not allocate this to a ward.
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ME'S RECIEVED BY WARD - SHOWN AS A PERCENTAGE OF TOTAL VOLUMES
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Member Enquiries Next Steps

4.10

4.11

4.12

4.13

4.14

4.15

4.16

We recognise the importance of feedback and its value in shaping our service
delivery. We are currently facing challenging times across the Council with
fewer resources and higher demand, notwithstanding that we continue to
emphasise the importance of responding to Feedback and MEs.

Going forward our aim is to continue to work with the Councillors and MP’s to
improve the Service Requests and Member Enquiries process to allow us to
issue a timely response.

Freedom of Information (FOI)

The Freedom of Information (FOI) Act was introduced in 2005 with its purpose
being to make authorities and public bodies more open and transparent with
the information they hold.

The FOI Act and the Environmental Information Regulations (EIR) are very
similar and are dealt with through the same process. The figures given below
are for both FOI and EIR requests.

Public Authorities should respond to FOI / EIR requests within 20 working days
from the date the request was received.

All requests must be received in writing and Haringey has a dedicated online
form and email address for this.

In line with best practice, Haringey has been proactively publishing more data
and information online and has a disclosure log, which shows all requests
received and responses issued. In addition, a full performance report is
published online.
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4.17 Between April 2019 and March 2020 Haringey responded to a total of 1384
requests, a decrease from the previous year. 86% of responses were sent within
20 days. The following table shows the performance across the past 5 years.

Year No. of % on time
requests

2019-2020 1384 86%

2018-2019 1434 82%

2017-2018 1352 83%

2016-2017 1471 87%

2015-2016 1494 89%

4.18 There are cases where information was not provided to the requestor either
because it was not held or there was a cost attached to it.

Information not Provided Total % of Total requests
Information not held 210 15%
Information not given due to cost 33 2%

4.19 In addition to these requests there were a further 139 cases (10%) where an
exemption was
applied. Both the FOI and EIR Acts contain exemptions that allow Public
Authorities
to withhold information in certain cases.

FOI - Exemption Applied Total % of Total
Exemptions
Section 31 — Law Enforcement 49 35%
Section 40 — Personal Information 35 25%
Section 43 — Commercial Interests 18 13%
Section 21 — Info accessible by some other means 11 8%
Section 22 — Intended for future publication 10 7%
Section 24 — National Security 6 4%
Section 42 — Legal Professional Privilege 2 1%
Section 38 - Health and Safety 2 1%
Section 36 — Effective Conduct of Public Affairs 1 <1%
Section 30 - Investigations and proceedings by 1 <1%
public authorities
EIR - Exemption Applied Total % of Total
Exemptions
Regulation 12 (4) (a) - Information not held 2 1%
Regulation 12 (4) (d) - 1
Drafts/incomplete/unfinished documents/data <1%
Regulation 12 (5) (b) - the course of justice 1 <1%

4.20 The highest number of requests was received by Environment and
Neighbourhoods Service who dealt with 488 cases, 35% of all received, and
they responded to 92% on-time.
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5.
5.1

5.2

6.
6.1

Service No of % of Total
Request Requests
s

Environment & Neighbourhoods 488 35%
Corporate & Customer Services 179 13%
Commissioning 129 9%
Planning, Building Standards & Sustainability 97 7%
Children's Services - Safeguarding & Social Care 88 6%
Schools & Learning 69 5%
Corporate Governance 45 3%
Housing 39 3%
Strategy & Communications 38 3%
Finance 36 3%
Adult Social Services 35 3%
Public Health 31 2%
Children's Services - Early Help & Prevention 31 2%
Digital Services 26 2%
Regeneration & Economic Development 20 1%
Human Resources & Organisational Development 13 1%
Capital Projects and Property 11 1%
Customer Services & Libraries 4 <1%
Programme Delivery — Corporate Programme 3 <1%
Management Office

Construction Related Project Delivery 2 <1%

Internal Reviews

If a customer is unhappy with the way their FOI/EIR request was handled, they

can ask for an Internal Review.

A total of 43 reviews were conducted in 2019/2020, 3% of the 1384 requests

received. 20% of the reviews were upheld.

Decision Total % of Total
Reviews
Not upheld 29 67%
Partly upheld 3 7%
Upheld 11 26%

We responded to 84% of Internal Reviews within 20 days.

Information Commissioner

If, following an internal review, a customer remains dissatisfied with the response
they can approach the office of the Information Commissioner (ICO) to ask them

to review the decision.

Harin
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6.2

6.3

7. Local Government Ombudsman Performance and Findings

During 2019/2020 a total of 6 formal enquiries were received from the ICO. In
all of these cases the Commissioner found in our favour, with no action required

from us.

Mid way through 2019 the ICO commenced the monitoring of all London
Boroughs who were struggling to meet the 90% statutory requirement. Haringey

implemented an action plan to improve the performance.

By the end of

December Haringey had achieved a performance of 89% which satisfied the ICO

and they therefore released us from their monitoring.

Summary

7.1

7.2

Every year the Local Government Ombudsman writes to all Local Authorities
with details of the complaints that their office has received including
information about the number of complaints and enquiries received, the
decisions made, and compliance with recommendations during the period.
There is further information on the Ombudsman’s website, which provides a
comparison with other Local Authorities. Some key statistics are shown

below:

e The Ombudsman registered a total of 17,019 in complaints and enquiries

in 2019/20 compared to 16,899 in 2018/19

e They carried out 4217 detailed investigations in 2019/20 compared to

4232 in 2018/19

e The below graph explains the breakdown of the received service areas

and percentage upheld for all councils

Service Name

Education & Children’s

Volume of detailed
cases

Percentage upheld

Services 910 72%
Adult Care Services 986 68%
Housing 413 66%
Environment & Public

Protection 456 64%
Benefits and Tax 282 65%
Highways & Transport 293 56%
Planning &

Development 735 40%
Corporate & Other 142 42%
Total 4217

e Ofthose detailed investigations they upheld 58% which is a slight increase

from 57% in 2018/19

Harin
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8.1

8.2

8.3

8.4

8.5

e They made 2039 recommendations to put things right on upheld cases for
2019/20

e Haringey had a slight decrease in cases referred to the LGO in 2019/20 — 164
compared to 166 in 2018/19. The Ombudsman investigated 41 of these and
upheld 33 of them, showing an upheld percentage of 80%. This compares
to an average of 70% in similar councils. Last year 18/19 the cases
investigated were 53 with 37 showing an upheld percentage of 70%. There
may be fewer cases recorded for 19/20 due to Covid and the Ombudsman
taking the stance to pause work, therefore the reduction in volumes should
be considered lightly. Next year’s report will reflect the impact to cases due
to Covid.

The Ombudsman issued two reports against Haringey Council in 2019/20. One
was related to our repeated failure to calculate a service users housing benefit
correctly. The Council’s miscalculations led to her being pressured to leave her
rented property. We then failed to progress her homelessness application.
When the service-user wanted to appeal the calculations, we failed to refer her
to the tribunal.

In response to this finding the Ombudsman was pleased to note that the
Council responded well and exceeded what was asked by completing a
second audit of cases to ensure similar mistakes had not affect other service
users. The council also approached the service users lost furniture claim
generously, reimbursing the full amount sought and acknowledged the service
failure in the case.

In the second case the investigation found the council was at fault in the action
it took to pursue a business rate debt. The council decided to start bankruptcy
proceedings to recover the debt but used inaccurate information when it
decided the individual liable had sufficient realisable assets to cover the debt
and any costs incurred. The Council also delayed in pursuing the debt. We
were was asked to apply to annul the bankruptcy proceedings and cover costs
incurred. It was also recommended to make a payment for the distress
caused. The Council initially indicated it would not comply with the
recommendation that it apply to annul the bankruptcy proceedings. The LGO
confirmed if we refused to do so, they would consider issuing a further report
about the failure to comply. Subsequently, we reviewed the position and
accepted the recommendations in full. They welcomed this change in view and
was able to confirm satisfaction.

The Ombudsman was able to confirm satisfaction with our compliance with
their recommendations in 95% of cases during the year. One case affected us
achieving the 100% which was a SEN case where we did not provide
everything on an EHCP plan nor did a review.

This year we have progressed the work with the Monitoring Officer regarding
providing a report detailing investigations that found fault and we have a draft
proposal which is currently being finalised. This remains a priority.

To raise the profile of Ombudsman cases we propose to send a monthly report
to the AD’s and Directors and to commence copying in AD’s to correspondence
to officers to provide oversight. Additionally we want to copy in Directors to the
first enquiry from the Ombudsman to support when we get to the draft decision
as this will link in with the new process with the Monitoring Officer
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Ombudsman Statistics

8.6

8.7

8.8

8.9

The following table shows the number of enquiries the ombudsman received in

2019/20 and the outcome. Categories of “advice given”,

ncomplete/invalid”,

and “referred back for local resolution” are all cases that did not involve the
Ombudsman investigating the complaint. This equated to 80 cases and 49% of

the total received.

Cases that are closed after initial enquiries do involve some investigation and

input from the Council.

The upheld and not upheld cases are the ones that proceeded to a full
investigation. Of the cases we dealt with, 33 were upheld representing 20%
across all enquiries regarding Haringey received by the Ombudsman.

Outcomes 2019-2020 Number

Advice given 11
Incomplete / invalid 10
Not Upheld 8
Upheld 33
Referred to local resolution 59
Closed after initial enquiry 43
Total 164

Of the cases investigated, the Ombudsman upheld 33.

Remedy 2019-2020
Apology

No

Apology. Financial redress: Avoidable distress/time and
trouble

Apology. Financial redress: Avoidable distress/time and

trouble, Financial redress: Loss of service, New appeal/review

or reconsidered decision, Other Remedy

Apology, Financial redress: Avoidable distress/time and
trouble, Financial Redress: Quantifiable Loss, Provide
services, Procedure or policy change/review

Apology, Financial redress: Avoidable distress/time and
trouble, Financial redress: Loss of service. Provide training
and/or guidance. Provide services

Apology. Financial redress: Avoidable distress/time and
trouble, Financial Redress: Quantifiable Loss., Procedure or
policy change/review

Apology. Financial redress: Avoidable distress/time and
trouble. Other Remedy

Apology. Financial redress: Avoidable distress/time and
trouble. Provide training and/or guidance

Harin
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Apology. Financial redress: Avoidable distress/time and 1
trouble. Reassessment

Apology. , Financial redress: Avoidable distress/time and 1
trouble. Reassessment. , Other Remedy

Apology. Financial redress: Loss of service 1

Apology. Financial Redress: Quantifiable Loss. Financial 1
redress: Avoidable distress/time and trouble. Procedure or
policy change/review

Apology. New appeal/review or reconsidered decision. 1
Financial Redress: Quantifiable Loss

Apology. New appeal/review or reconsidered decision. 1
Financial Redress: Quantifiable Loss

Apology. Provide training and/or guidance 1

Apology. Provide training and/or guidance. Procedure or 1
policy change/review

Financial redress: Avoidable distress/time and trouble 1
Financial redress: Avoidable distress/time and trouble. Other 1
Remedy

Financial redress: Avoidable distress/time and trouble. 1
Procedure or policy change/review. Apology

Financial Redress: Quantifiable Loss. Other Remedy 1
Financial Redress: Quantifiable Loss. Procedure or policy 1

change/review

Financial Redress: Quantifiable Loss. Provide training and/or 1
guidance

Other Remedy 1
Procedure or policy change/review 2

Provide services

Provide services. Financial Redress: Quantifiable Loss.
Financial redress: Avoidable distress/time and trouble

Null 5

8.10 These 33 cases have been broken down below: These cases have all been
remedied.
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Adult Social Services - 6
These cases were:
e Delays in making care assessments and providing a suitable care
package
¢ Review of timescales for financial assessments
¢ Review of policy
¢ Providing neighbouring boroughs copies of final decision statements

Housing - 5
These cases were
e Ensuring processes are in; place for continuity of service when staff are
absent from work and handling of section 202 reviews over the past 6
months to ensure decisions are being issued within statutory timescales
e Council to demonstrate how it is meeting the public sector equality duty
when providing suitable accommodation to disabled housing applicants

Highways & Transport — 3
These cases were
e Look to implement ways to manage the misuse of ESP’s by its council
officers until an amended traffic order comes into force

Corporate & Other Services - 1
This case was
e The Council agreeing to review its complaints procedure and the need
to consider exercising wider discretion to investigate late complaints.
To also offer guidance about when the 12-month period starts.

Children’s Services - 6
These cases were
e Council legal duty to secure special educational provision and the need
to hold reviews of EHCP plans annually
e Review the advice and information it provides to special guardians
¢ Reminder to allow extra time when sending letters near Christmas when
organising meetings at short notice
e To provide training on the child in need procedure to include timescales,
case actions and case recordings

Revenues & Benefits - 9
These cases were
e Agreement to audit cases where it calculated overpayments and applied
to two child restriction
e To correct mistakes and complete a further review of all cases
e Within one month tell the Ombudsman what actions it will take so that in
future revenues officers properly consider the need for reasonable
adjustment when dealing with the public

Planning & Development - 2
These cases were
e The council to review its validation checklist to ensure it is clear when
documents are required and when there is discretion
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8.11 The table below shows Haringey’s performance against our neighbouring
boroughs

Referre AT
Invalid Advi dBack CloSed Upho UPhold
Authority or ce (] § aft_er Tot Id T )
Name Incompl Give Local In|t|a_l_ al Rate .OT
. Enquiri similar
ete n Resoluti (%) "
authoriti
es
London
Borough
of Barnet 12 3 64 60 13 32| 184 71 70
London
Borough
of
Camden 10 6 39 32 7 13| 107 65 70
London
Borough
of Enfield 10 13 57 38 13 20| 151 61 70
London
Borough
of
Hackney 11 8 33 35 11 15| 113 58 70
London
Borough
of
Haringey 10 11 59 43 8 33| 164 80 70
London
Borough
of
Islington 4 6 30 21 7 17| 85 71 70
Conclusion

We remain committed to thoroughly investigating, learning from, and acting as a result
of individual complaints where it is found that standards have fallen below the level we
expected and where services could be improved. We recognise what we do well and
not so well, and we need to use this to improve the quality of life for our residents.
The Ombudsman’s recommendations for the future are that we do not look at
complaints in silos but that we really look at root causes of issues raised and that we
look to remedy them for all. We are progressing the automation in the Respond system
which will support the timeliness of completing cases whether this is Member Enquiries
or complaints
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We are planning detailed quality checking of stage one complaints to ensure that we
have provided a quality response answering the complainants questions and ensuring
remedies are acted on. Our aim is that this will mean getting it right first time resulting
in less referrals to stage two and therefore prevent cases progressing onto the
Ombudsman.

The Partnership Improvement Group mentioned in last years report was presented to
Corporate Board and had agreement to proceed however due to the Covid pressures
since March this has been delayed allowing the services to focus on our residents. This
is something which will now be a priority, to address areas that we know we need to
improve on. The group will use the data to identify areas for improvement as well as
look at cross directional cases. There will be group discussions, learnings and
knowledge shared and ownership of actions raised with a follow up to track progress.
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