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On 16 September 2008


	


	Report Title: Annual report for 2007-08 on the handling of customer feedback – 


complaints, compliments and suggestions - and members’ enquiries


	Forward Plan reference number: 15

	Report of: Assistant Chief Executive – Policy, Performance, Partnerships 



and Communications


	Wards(s) affected: All
	Report for: Non Key Decision

	1. Purpose  
1.1 To receive the annual report on the operation of the Council’s handling of customer feedback – complaints, compliments and suggestions – and members’ enquiries.


	2. Introduction by Cabinet Member for Community Cohesion and Involvement
2.1 Our residents deserve excellent services. In order to achieve this we must be open to new suggestions and also to criticism. It is important that we make it easy for our residents to submit complaints, for those complaints to be dealt with swiftly and fairly and for us to learn from any mistakes. We also need to provide opportunities for residents to thank staff who have been particularly helpful.  
2.2 This report outlines improvements made in the Council’s handling of complaints, suggestions, compliments and members enquiries. 
2.3 Increasingly services are delivered through the Council working in partnership with other agencies, so establishing a complaints protocol for the Haringey Strategic Partnership is an important element in providing redress for residents who are unhappy with a service.
2.4 One of the key roles of members is taking up issues of concern to local residents. Ensuring members get full and timely responses to their enquiries is fundamental to local democracy. This report sets out the performance for 2007-8 for responses to member’s enquiries across directorates and for Homes for Haringey.
2.5 Finally, we launched the WOW awards scheme across the whole Council from May 2007. We are the first local authority to participate in this scheme which gives residents the opportunity to nominate members of staff who they feel have really delivered an excellent service. We’ve had a very positive response.


	3. Recommendations

3.1 That the annual report be received.
3.2 That performance and the key achievements in the year be noted.
3.3 That the Local Government Ombudsman’s annual letter and the Council’s response be noted.
3.4  That the definition of a member’s enquiry be amended as set out at paragraph 10.9.

3.5 That Cabinet identify any specific issues relating to customer feedback and members’ enquiries that need to be addressed.



	Report Authorised by: Sharon Kemp 



Assistant Chief Executive




Policy, Performance, Partnerships and Communications


	Contact Officer: Ian Christie, Feedback and Information Manager



Tel: 020 8489 2557


	4. Chief Financial Officer Comments
4.1 The Chief Financial Officer has been consulted on the contents of this report and has no further comments to make.


	5. Head of Legal Services Comments
5.1 There are no specific legal implications in this report.


	6. Local Government (Access to Information) Act 1985

6.1 The following background paper was used in the preparation of this report:
· Annual report for 2006-07 on the Council’s handling of customer feedback and members’ enquiries: Cabinet – 18 September 2007



7. Strategic Implications
7.1 Performance in handling complaints and members’ enquiries is monitored monthly as part of the Council’s customer focus indicators. In addition to addressing the concerns of residents and service users, learning from complaints is an important tool for service improvement.

8. Financial Implications

8.1 There are no specific financial implications in the report.
9. Legal Implications

9.1 There are no specific legal implications in the report.

10. Equalities Implications 

10.1 Equalities issues are addressed in detail in section 14 of the report.  On the whole, the statistics show a similar pattern to previous years. 
11. Consultation

11.1 All directorates have been consulted in the preparation of this report.

12. Background

12.1 Attached is the annual report on the operation of the Council’s corporate feedback and members’ enquiries procedures. It details the Council’s performance, key achievements and developments in 2006-07.
12.2 The report includes the Local Government Ombudsman’s annual letter which summarises the complaints that he received against the Council in the year, and any lessons learned. It also includes the Council’s response to the issues the Ombudsman raised.

12.3 Key achievements over the last year include:
· Improved and above target stage 1 and 2 performance to timescale
· Improvement in average completion time for stage 1 complaints
· Fewer new complaints at stage 1 and reduced escalation to stage 2
· Customer satisfaction increase of 5% to 51% with handling of stage 1 complaints
· Introduction of a complaints protocol for the Haringey Strategic Partnership
· Continued excellent response times to Ombudsman enquiries
· Improved performance in responding to members’ enquiries
· Successful corporate launch of the WOW! Awards scheme for compliments from customers: Haringey is the first public sector organisation to participate in the scheme
· Receiving one WOW nomination/compliment for every 1.8 stage 1 complaint, compared with only one for every 11.8 the previous year.
· Winning the National Customer Service award for WOW! of the year, and having a finalist in 2008
12.4 There were a number of significant improvements made during the year, but the report also highlights some issues that need to be addressed to achieve corporate targets and further improvement in learning from feedback.
13. Report and appendices 

13.1 The Annual report is attached. It contains the following appendices:

· Appendix 1: The Local Government Ombudsman’s Annual Letter 

· Appendix 2: The Council’s response letter to the Ombudsman
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