Complaints completed on time by month*

From: 1 April 2010

To: 31 January 2011

STAGE 1 COMPLAINTS target 93% within 10 days

STAGE 2 COMPLAINTS target 90% within 25 days

Complaints Monthly

*Excluding S1&2 Homes for Haringey and all Children's/NHS Act complaints

Adults Chief I Childre Corpol Urban total Adults Chief Childi Corpc Urbar total
%on %on %on %on %on %on %on %on %on %on %on %on
No- 1iime | NO | time [ NO | time | NO [ time | NO | time | N | time NO- tiime | NO |time | NO [time| N |time| NO |time | NO | time
Apr 29 | 100 4 75 3 33 106 | 85 41 93 | 183 | 88 Apr 0 - 1 100] O - 2 1100 3 67 6 |83
May 23 91 2 50 5 60 93 88 43 93 | 166 | 89 May 0 - 0 - 0 - 5 |100| 8 88 | 13 | 92
Jun 26 96 1 100 7 86 89 91 29 97 | 152 | 93 Jun 0 - 0 - 0 - 9 |67 7 1100 | 16 | 81
Jul 27 | 100 3 33 10 | 100 89 98 52 94 |181 | 96 Jul 0 - 0 - 1 (100] 5 |100|l 6 (100 | 12 |100
Aug 23 | 100 2 0 9 78 76 91 a7 98 | 157 | 92 Aug 0 - 0 - 0 - 5 11200 7 l1001 12 |100
Sep 20 | 100 3 100 10 70 71 92 39 90 |143 ] 91 Sep 0 - 0 - 0 - 10 | 90 8 75 | 18 | 83
Oct 46 98 2 100 8 88 51 86 43 86 | 150 | 90 Oct 2 1100 O - 0 - 3 |67 9 56 | 14 | 64
Nov 24 | 100 6 50 7 71 62 97 55 73 | 154 | 86 Nov 1 0 1 0 3 (100 5 (100 10 |50 | 20 | 65
Dec 9 78 3 100 4 75 55 95 30 83 |101 | 89 Dec 2 1100 o - 0 - 4 |100] 8 63 | 14 | 79
Jan 11 73 0 - 6 33 47 91 25 88 89 | 84 Jan 0 - 0 - 0 - 4 |100] 6 50 | 10 | 70
YTD YTD
Total 238 | 96 26 65 69 74 739 | 91 404 | 89 |1,476/ 90 Total 5 |80 2 |50 4 1100 | 52 |90 | 72 |74 1135 81
STAGE 3 COMPLAINTS target 95% within 20 days
Apr May Jun Jul Aug Sep Oct Nov Dec Jan YTD total
Number 6 3 6 5 10 3 7 7 6 2 55
% on time 83 100 100 100 100 100 86 100 100 100 96




Complaints completed on time by month*

From: 1 April 2010

Stage 1 By Directorate and Business Unit

Adults, Culture & Community Services

To: 31 January 2011

Adult Culture, Safeguardi
églrj\llzces gi%ﬁ?;% Librar!es & Recreation g?r:tr:a%ic total
ning Learning Services
1202 1 | ases| e | 40N e | oo ool | %om time | 20 2o e | %on time | (22 2 ime | %0n ime | coiCe e | %ontime | (22| e

Apr 1 1 100 % 7 7 100 % 3 3 100 % 18 18 100 % 0 0 - 29 100 %
May 0 0 - 3 2 67 % 3 3 100 % 17 16 94 % 0 0 - 23 |191%
Jun 0 0 - 1 1 100 % 6 5 83 % 19 19 100 % 0 0 - 26 |96 %
Jul 0 0 - 0 0 - 6 6 100 % 21 | 21 100 % 0 0 - 27 1100 %
Aug 0 0 - 1 1 100 % 8 8 100 % 14 14 100 % 0 0 - 23 1100 %
Sep 0 0 - 0 0 - 4 4 100 % 16 16 100 % 0 0 - 20 100 %
Oct 0 0 - 7 7 100 % 2 2 100 % 36 | 35 97 % 1 1 100 % 46 | 98 %
Nov 0 0 - 2 2 100 % 5 5 100 % 16 16 100 % 1 1 100 % 24 1100 %
Dec 0 0 - 1 1 100 % 1 1 100 % 7 5 71 % 0 0 - 9 78 %
Jan 0 0 - 0 0 - 2 2 100 % 9 6 67 % 0 0 - 11 |73 %
YTD total] 1 1 100 % 22 21 95 % 40 | 39 98 % 173 | 166 96 % 2 2 100 % 238 | 96 %

Complaints Monthly

*Excluding S1&2 Homes for Haringey and all Children's/NHS Act complaints




Chief Executive's Service

Policy,
People & Partnershig
Electoral ggganlsatlc IS:>’erforman total
Services
Developme ce &
nt Communic
ation
No of |[No on . No of |[No or . No of |[No or . No of | %on
Stage 1 cases| time Sl T cases| time et cases| time Yo U cases | time
Apr 1 1 100 % 0 0 - 3 2 67 % 4 75 %
May 1 0 0% 0 0 - 1 1 100 % 2 50 %
Jun 0 0 - 1 1 100 % 0 0 - 1 [100%
Jul 0 0 - 0 0 - 3 1 33 % 3 33 %
Aug 0 0 - 0 0 - 2 0 0% 2 0%
Sep 1 1 100 % 0 0 - 2 2 100 % 3 1100 %
Oct 0 0 - 0 0 - 2 2 100 % 2 1100 %
Nov 2 0 0 % 1 1 100 % 3 2 67 % 6 50 %
Dec 1 1 100 % 0 0 - 2 2 100 % 3 1100 %
YTD total] 6 3 50 % 2 2 100 % 18 12 67 % 26 | 65 %

Complaints Monthly

*Excluding S1&2 Homes for Haringey and all Children's/NHS Act complaints




Children and Young People's Service

Business Chf'inge for _ _ School

Sunpen s e chigen e Cren

nt P e 9 & Inclusion

Stage 1 | tauceltime | %600 e |22eCe time | %00 e |Cooce e | %600 UM | ot time | %00 e oot tme | %00 e | C2occ | ime

Apr 0 0 - 0 0 - 3 1 33 % 0 0 - 0 0 - 3 33%
May 3 2 67 % 0 0 - 2 1 50 % 0 0 - 0 0 - 5 60 %
Jun 2 2 100 % 1 1 100 % 4 3 75 % 0 0 - 0 0 - 7 86 %
Jul 3 3 100 % 2 2 100 % 5 5 100 % 0 0 - 0 0 - 10 100 %
Aug 3 2 67 % 2 2 100 % 4 3 75 % 0 0 - 0 0 - 9 78 %
Sep 4 3 75 % 1 0 0 % 4 3 75 % 0 0 - 1 1 100 % 10 | 70%
Oct 4 4 100 % 1 1 100 % 2 1 50 % 0 0 - 1 1 100 % 8 88 %
Nov 2 2 100 % 0 0 - 5 3 60 % 0 0 - 0 0 - 7 71 %
Dec 1 1 100 % 0 0 - 2 1 50 % 1 1 100 % 0 0 - 4 75 %
Jan 0 0 - 0 0 - 5 1 20 % 1 1 100 % 0 0 - 6 33 %
YTD total] 22 | 19 86 % 7 6 86 % 36 | 22 61 % 2 2 100 % 2 2 100 % 69 | 74%

Complaints Monthly

*Excluding S1&2 Homes for Haringey and all Children's/NHS Act complaints




Corporate Resources

Corporate
'(AC?SSS)Smer Benefits & ill:](;?;?]d& Property
Services & Local Risk Legal Services total
IT) Taxation Managmen
t
Stage 1 | toeceltime | %600 e |22eCe e | %600 e | 2ce e | %600 UM | ot tme | %0 e oot tme | %00 e | C2oce | ime
Apr 19 | 14 74 % 84 | 74 88 % 0 0 - 1 0 0 % 2 2 100 % 106 | 85 %
May 11 8 73 % 78 | 71 91 % 2 2 100 % 1 0 0 % 1 1 100 % 93 |88%
Jun 7 4 57 % 75 | 70 93 % 0 0 - 1 1 100 % 6 6 100 % 89 |91%
Jul 5 4 80 % 78 | 77 99 % 4 4 100 % 1 1 100 % 1 1 100 % 89 |98%
Aug 5 5 100 % 65 | 59 91 % 3 3 100 % 1 0 0 % 2 2 100 % 76 |91 %
Sep 5 4 80 % 62 | 57 92 % 2 2 100 % 1 1 100 % 1 1 100 % 71 | 92%
Oct 5 4 80 % 41 | 36 88 % 3 2 67 % 1 1 100 % 1 1 100 % 51 |86 %
Nov 5 5 100 % 52 | 52 100 % 3 2 67 % 1 0 0 % 1 1 100 % 62 |97 %
Dec 11 | 10 91 % 41 | 39 95 % 0 0 - 1 1 100 % 2 2 100 % 55 |95 %
Jan 7 5 71 % 38 | 36 95 % 0 0 - 0 0 - 2 2 100 % 47 191 %
YTD total] 80 | 63 79 % 614 | 571 93 % 17 | 15 88 % 9 5 56 % 19 | 19 100 % 739 | 91 %

Complaints Monthly

*Excluding S1&2 Homes for Haringey and all Children's/NHS Act complaints




Urban Environment

. . Planning
improveme Regenerati Frontine Housing Policy & tota
nt on Services Services rI?tevelopme
Stage 1 |cauee ime | %600 tme | oo o | seom time | 52000 K seom time |22 0 K] obon tme | 222 K0 K sgomtime | 2222 | e
Apr 0 0 - 0 0 - 33 31 94 % 8 7 88 % 0 0 - 41 193 %
May 0 0 - 0 0 - 31 30 97 % 11 9 82 % 1 1 100 % 43 |93 %
Jun 0 0 - 1 1 100 % 23 22 96 % 5 5 100 % 0 0 - 29 |97 %
Jul 0 0 - 1 1 100 % 38 37 97 % 11 10 91 % 2 1 50 % 52 |94 %
Aug 0 0 - 0 0 - 39 39 100 % 8 7 88 % 0 0 - 47 198 %
Sep 0 0 - 0 0 - 24 24 100 % 15 11 73 % 0 0 - 39 | 90%
Oct 0 0 - 0 0 - 29 25 86 % 14 12 86 % 0 0 - 43 |86 %
Nov 2 0 0% 0 0 - 35 27 77 % 15 12 80 % 3 1 33 % 55 | 73 %
Dec 0 0 - 0 0 - 19 15 79 % 10 9 90 % 1 1 100 % 30 [83%
Jan 0 0 - 0 0 - 19 18 95 % 5 4 80 % 1 0 0 % 25 | 88%
YTD total] 2 0 0% 2 2 100 % 290 | 268 92 % 102 | 86 84 % 8 4 50 % 404 | 89 %

Complaints Monthly

*Excluding S1&2 Homes for Haringey and all Children's/NHS Act complaints




Complaints completed on time by month* From: 1 April 2010 To: 31 January 2011
Stage 2 By Directorate and Business Unit

Adults, Culture & Community Services

Adult Safeguardin

Servicgs & Recreation g and . total

Commission Strategic

ing Services

1200 2 | gaag | time | %0NtMe | oiod e | ontime | 2020 e | %0ntme | coie | fime

Oct 1 1 100 % 1 1 100 % 0 0 - 2 100 %
Nov 0 0 - 1 0 0 % 0 0 - 1 0 %
Dec 0 0 - 1 1 100 % 1 1 100 % 2 100 %
YTD total 1 1 100 % 3 2 67 % 1 1 100 % 5 80 %

Chief Executive's Service

Policy,
Partnership
s

Electoral ’

Services Performanc total
e&
Communica
tion

No of |No on . No of [No on . No of | %on
0, 0,

Stage 2 cases | time Yoon time cases | time Yoon time cases | time
Apr 0 0 - 1 1 100 % 1 100 %
Nov 1 0 0% 0 0 - 1 0%
YTD total 1 0 0% 1 1 100 % 2 50 %

) *Excluding S1&2 Homes for Haringey and all Children's/NHS Act complaints
Complaints Monthly



Children and Young People's Service

Business
Support & Children &
- total
Developmer Families
t
No of |[No on . No of |No on . No of | %on
0, 0,

Stage 2 cases | time Ye0n time cases | time Yeon time cases | time
Jul 0 0 - 1 1 100 % 1 100 %
Nov 2 2 100 % 1 1 100 % 3 100 %
YTD total 2 2 100 % 2 2 100 % 4 100 %

) *Excluding S1&2 Homes for Haringey and all Children's/NHS Act complaints
Complaints Monthly



Corporate Resources

Corporate
(oo et & e
ﬁ_e)rwces & Taxation Risk Services
Managment
1200 2 | daas | time | %0ntme | il || %ontime | 02c Nine!| ssontime | Gols |'ihne | Seontime | 200 Nime | ontime | G20l | e
Apr 0 0 - 2 2 100 % 0 0 - 0 0 - 0 0 - 2 100 %
May 0 0 - 5 5 100 % 0 0 - 0 0 - 0 0 - 5 1100 %
Jun 2 2 100 % 7 4 57 % 0 0 - 0 0 - 0 0 - 9 67 %
Jul 0 0 - 3 3 100 % 0 0 - 1 1 100 % 1 1 100 % 5 100 %
Aug 2 2 100 % 2 2 100 % 0 0 - 1 1 100 % 0 0 - 5 100 %
Sep 1 1 100 % 8 7 88 % 1 1 100 % 0 0 - 0 0 - 10 | 90 %
Oct 0 0 - 1 0 0 % 1 1 100 % 1 1 100 % 0 0 - 3 67 %
Nov 0 0 - 4 4 100 % 1 1 100 % 0 0 - 0 0 - 5 100 %
Dec 2 2 100 % 0 0 - 1 1 100 % 0 0 - 1 1 100 % 4 100 %
Jan 0 0 - 4 4 100 % 0 0 - 0 0 - 0 0 - 4 100 %
YTD total 7 7 100 % 36 31 86 % 4 4 100 % 3 3 100 % 2 2 100 % 52 90 %

Complaints Monthly

*Excluding S1&2 Homes for Haringey and all Children's/NHS Act complaints




Urban Environment

Planning
FronFIine Housjng Policy & total
Services Services Developmer
t
stage 2 | adoe | ime | %00 0Me | oocc |ime | %ontime | G2oc || seonume | 0|
Apr 2 1 50 % 0 0 - 1 1 100 % 3 67 %
May 3 3 100 % 5 4 80 % 0 0 - 8 88 %
Jun 5 5 100 % 2 2 100 % 0 0 - 7 100 %
Jul 5 5 100 % 1 1 100 % 0 0 - 6 100 %
Aug 3 3 100 % 2 2 100 % 2 2 100 % 7 100 %
Sep 7 5 71 % 1 1 100 % 0 0 - 8 75 %
Oct 4 2 50 % 4 2 50 % 1 1 100 % 9 56 %
Nov 5 4 80 % 5 1 20 % 0 0 - 10 50 %
Dec 5 2 40 % 3 3 100 % 0 0 - 8 63 %
Jan 4 2 50 % 2 1 50 % 0 0 - 6 50 %
YTD total] 43 32 74 % 25 17 68 % 4 4 100 % 72 74 %

Complaints Monthly

*Excluding S1&2 Homes for Haringey and all Children's/NHS Act complaints




Homes for Haringey

wllel [RIVIVISII] Frupcert
il%/)g'ascUt gManag éervice el
Stage 1 No of N_o on 0/_oon No of \Ip on %on No of Np on %on No of %0n time
cases|time | time |[cases|time | time |cases|time | time | cases

Apr 1 1 [100%| 20 17 1 85% | 85 68 | 80% | 106 81 %
May 1 1 |[100%| 18 16 | 89% | 83 81 | 98% | 102 96 %
Jun 0 0 - 25 24 1 96% | 79 75 | 95% | 104 95 %
Jul 0 0 - 26 21 | 81% | 68 67 | 99 % 94 94 %
Aug 0 0 - 24 18 | 715% | 62 58 | 94 % 86 88 %
Sep 0 0 - 18 16 | 89% | 74 69 | 93 % 92 92 %
Oct 0 0 - 18 15 | 83% | 73 68 | 93 % 91 91 %
Nov 0 0 - 21 19 | 90% | 77 63 | 82 % 98 84 %
Dec 0 0 - 17 15 | 88% | 78 72 | 92 % 95 92 %
Jan 0 0 - 11 10 | 91% | 94 90 | 96 % | 105 95 %
YTD Total] 2 2 |100% | 198 | 171 | 86% | 773 | 711 | 92% | 973 91 %

Complaints Monthly Report DECEME



FHousIr Proper
g ty . Repair Resou total
Managc Servic s rces
NAmMmnnt FaYal
Stage 2 No of [No on| %on | No of |No on| %on | No of |No on| %on | No of |No on| %on | No of %on time
9 cases| time | time |cases| time | time [cases| time | time |cases| time | time |cases [
Apr 3 3 100 %| 7 5 |71% | 12 8 |67%| O 0 - 22 73 %
May 0 0 - 5 4 |180% 1 1 |[100%]| 1 0 0% 7 71 %
Jun 3 2 |67% 9 6 |67%]| O 0 - 0 0 - 12 67 %
Jul 4 3 |75% | 14 13 |98 % | O 0 - 0 0 - 18 89 %
Aug 4 4 1100 %| 11 9 |82%| O 0 - 0 0 - 15 87 %
Sep 8 8 1100 %| 14 11 [79% | O 0 - 0 0 - 22 86 %
Oct 7 5 |71% 6 5 |83%]| O 0 - 0 0 - 13 77 %
Nov 1 1 |[100%]| 10 9 |90% | O 0 - 0 0 - 11 91 %
Dec 4 4 1100 %| 11 9 |82%| O 0 - 0 0 - 15 87 %
Jan 2 2 1100 %| 14 11 [ 79 % 1 1 [100%]| O 0 - 17 82 %
YTD Total] 36 32 |89% | 101 | 82 |81% & 14 10 |71 % 1 0 0% | 152 82 %
Housing
Manageme total
nt
HfH Stage No
2 (20 No of on | %on time e %on time
response | cases | cases
! ime
time)
May 1 1 100 % 1 100 %
YTD Total] 1 1 100 % 1 100 %

Complaints Monthly Report DECEME




Children's Act & NHS complaints completed on time by month

From: 1 April 2010

Adult Seryicgs & Children & Families Safegugrding gnd
Commissioning Strategic Services
Stage 1 C'\‘l,; :; %on time (I:\Iaoseo; %on time CNég; %on time
Apr 4 100 % 7 86 % 0 -
May 6 100 % 4 75 % 0 -
Jun 10 100 % 5 80 % 0 -
Jul 9 100 % 7 71 % 0 -
Aug 8 100 % 7 100 % 2 100 %
Sep 7 100 % 5 80 % 0 -
Oct 12 100 % 7 71 % 0 -
Nov 5 100 % 7 71 % 1 100 %
Dec 11 100 % 7 57 % 1 100 %
Jan 7 100 % 6 33 % 0 -
YTD total] 79 100 % 62 73 % 4 100 %

To:

31 January 2011



Children &

Families
No of .
0,
Stage 2 cases J%0n time
Nov 2 0%
YTD total 2 0%
Children &
Families
Stage 1
extended No of %on time
. cases
deadline
May 1 0%
Jun 1 100 %
Aug 1 100 %
Dec 1 100 %
YTD total 4 75 %

Stage 2
extended
deadline

YTD total
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