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PORTFOLIO AREA: PERFORMANCE AND FINANCE

Date of Meeting:
17th December 2007

Public
Yes

Key Decision:
Yes
Recorded in Forward Plan:
Yes

Inside Policy Framework Yes

Title:
Corporate Complaints Policy

Report of:
Head of Policy and Performance

Report reference:
PPP 90/07

Summary:

The report presents Corporate Complaints and Feedback Policy that will complement existing procedures and other complaints policies.

Recommendations:

The Executive Committee is requested to:

1. Consider and comment upon the draft policy

2. Refer the draft policy to the Corporate Resources Overview and Scrutiny Committee for consultation

3. Refer the Policy to Full Council for adoption.

Reasons for recommendations:

For the Council to adopt the Corporate Complaints and Feedback Policy which will contribute towards efficiency and effectiveness of Council activities and complements existing procedures and policies. 

Contact Officer:
Carolyn Curr
Ext:
7017



Background 

Carlisle City Council values feedback about its services and recognises the right of all its customers to complain, to compliment or to make a suggestion about its services. The Council is committed to making sure that it uses customer feedback to help improve services and focus on the needs of customers.

The policy has been developed based on good practice from other local authorities and guidance notes from the Local Government Ombudsman.

Appropriate amendments will be made to the existing corporate complaint policies and procedures to incorporate the new policy.

Implementation
The implementation of this policy will be phased over a number of months. This is to ensure the staff who will be carrying out the procedures within the policy are adequately trained and that the procedures themselves are adequate and appropriate. There may need to be amendments to the procedures, any changes to the policy itself will have to be agreed with members in the usual way.

The Customer Services Section are to be the main providers of the services detailed in this policy, with support from Committee Services who will set up and run any Arbitration Boards. Legal Services will assist with advice and guidance on dealing with the Local Government Ombudsman.

1. Consultation
To date:
Senior Management Team, Service Heads, Customer Services, Committee Services

2. Implications

· Staffing/Resources – A 0.5 FTE Customer Services Advisor will be appointed within the Customer Services Team, to add resilience and resources to enable the smooth running of the feedback system. 

· Equality and disability - Carlisle City Council is committed to promoting equality of opportunity and diversity, and to challenging discrimination. The new complaints system will ensure inclusive access for all. Complaints data will be monitored to ensure equal and inclusive access. The policy has been through an Equality Impact Assessment in November 2007.

· Financial – Will contribute towards effective and efficient council activity and processes and will be met from existing budgets.

· Legal – There is a requirement to deal with Corporate Complaints in a timely manner, according to the requirements laid out by the Local Government Ombudsman.  

· Corporate – The policy will form part of the Council’s policy framework and enable the council to deal with all customer feedback. It will also allow us to capture this feedback as a barometer of performance, to improve services or to track customer satisfaction.

· Risk Management – The way we deal with complaints could potentially have a negative impact on the reputation of the Council through media coverage or through adverse action from the Local Government Ombudsman. 

· Environmental – None.

· Crime and Disorder – None.

· Impact on Customers – The policy lays down understandable and transparent systems for the way complaints and other forms of feedback will be handled.

Note: in compliance with section 100d of the Local Government (Access to Information) Act 1985 the report has been prepared in part from the following papers: “Running and Complaints System” and “Good Administrative Practice” - Guidance -  Local Government Ombudsman(LGO). January 2007 - LGO – Annual Letter June 2007

1


