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Useful information for
residents and visitors

Travel and parking \/
Bus routes 427, U1, U3, U4 and U7 all stop at
the Civic Centre. Uxbridge underground station,

with the Piccadilly and Metropolitan lines, is a U,b,,d
1ube and b

short walk away. Limited parking is available at pw..m

the Civic Centre. For details on availability and S“c‘:‘:‘?,l“ Sicscons intu'y

how to book a parking space, please contact -

Democratic Services. Please enter from the B T

Council’s main reception where you will be cae gurk
directed to the Committee Room. Crickechd Rea

Accessibility

An Induction Loop System is available for use
in the various meeting rooms. Please contact
us for further information.

Attending, reporting and filming of meetings

For the public part of this meeting, residents and the media are welcomed to attend, and if
they wish, report on it, broadcast, record or film proceedings as long as it does not disrupt
proceedings. It is recommended to give advance notice to ensure any particular
requirements can be met. The Council will provide a seating area for residents/public, an
area for the media and high speed WiFi access to all attending. The officer shown on the
front of this agenda should be contacted for further information and will be available at the
meeting to assist if required. Kindly ensure all mobile or similar devices on silent mode.

Please note that the Council may also record or film this meeting and publish this online.
Emergency procedures

If there is a FIRE, you will hear a continuous alarm. Please follow the signs to the nearest
FIRE EXIT and assemble on the Civic Centre forecourt. Lifts must not be used unless
instructed by a Fire Marshal or Security Officer.

In the event of a SECURITY INCIDENT, follow instructions issued via the tannoy, a Fire

Marshal or a Security Officer. Those unable to evacuate using the stairs, should make their
way to the signed refuge locations.
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Agenda Iltem 3

Minutes

CORPORATE RESOURCES & INFRASTRUCTURE

TR
SELECT COMMITTEE o YeisS

«
TR ORALS .

NILLINGDON
23 July 2025 LONDON

Meeting held at Committee Room 5 - Civic Centre

Committee Members Present:

Councillors John Riley (Chair), Adam Bennett (Vice-Chair), Kaushik Banerjee,
Farhad Choubedar, Narinder Garg, ¥ Mohammed Islam and  Gursharan Mand
(Opposition Lead)

LBH Officers Present:

Darren Deeks (Head of Libraries & Cultural Services), Carlos Montecino (Operations
and Resources Manager), Sophie Wilmont (Transport Planning & Projects Team
Leader) and Anisha Teji (Democratic Services)

83. | APOLOGIES FOR ABSENCE (Agenda Item 1)

There were no apologies for absence.

84. | DECLARATIONS OF INTEREST IN MATTERS COMING BEFORE THIS MEETING
(Agenda Item 2)

None.

85. | MINUTES OF THE PREVIOUS MEETING (Agenda Item 3)

RESOLVED: That the minutes of the meeting on 17 June 2025 be agreed.

86. | TO CONFIRM THAT THE ITEMS OF BUSINESS MARKED AS PART | WILL BE
CONSIDERED IN PUBLIC AND THAT THE ITEMS MARKED AS PART Il WILL BE
CONSIDERED IN PRIVATE (Agenda ltem 4)

It was confirmed that all items would be heard in Part I.

87. | PROGRESS ON THE DELIVERY OF THE HILLINGDON CYCLE STRATEGY
(Agenda Item 5)

The Transport Planning & Projects Team Leader presented the Hillingdon Cycle
Strategy, launched in September 2024 after a consultation that received nearly 200
responses. A strong majority supported the strategy’s ambitions and believed it would
encourage more cycling. Since its launch, the Council had worked with Transport for
London (TfL), hosted a borough-wide cycling event, and welcomed the London Walking
and Cycling Commissioner. Initiatives included adult and school-based cycle training,
doctor bike sessions, new crossings and upgrades to towpaths and junctions. Cycle
parking grants were awarded to five schools, new facilities were installed in local town
centres and improvements had been made in Harefield. The Council also began
developing a walking and wheeling strategy and continued to report progress to TfL.
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During the meeting, it was noted that no new school cycle or scooter parking spaces
had been delivered in 2023-24, but 25 were added in 2024-25. Bikeability Level 2
training numbers rose from 1,059 to 1,103. Although TfL provided data, no change in
cycling rates had yet been observed, likely due to reporting delays. TfL awarded
£451,000 for cycle schemes in the current year, supporting further strategy
development.

Members supported the strategy and emphasised using existing green pathways and
alleyways for cycling and walking. Concerns were raised about painted cycle lanes on
major roads and Members suggested a multi-pronged approach involving education,
infrastructure, and community events. Suggestions included cycling events,
partnerships with local bike shops and better promotion of cycling.

It was confirmed that Bikeability training was offered to all Year 6 pupils and that adult
training was available at a secure track. Pre-COVID initiatives such as “Bikespiration
on Tour” had been successful and could be developed. Long Lane was identified as a
flagship project, with feasibility studies underway and implementation expected within
two to three years.

The Council was working with TfL to improve junctions, especially over the A40, and
was promoting lesser-known routes like the one near Swakeleys. A digital map of non-
road pathways was proposed to help residents plan safer routes. Secure bike parking
was being improved at Northwood, Northwood Hills and Ruislip Gardens tube stations,
with plans to expand further.

Safety concerns, particularly around school travel, were discussed. Suggestions
included bollards at junctions and group cycling initiatives like “cycle buses.” The Pield
Heath Cycle Track offered facilities for disabled cyclists, including tandem and
wheelchair bikes.

Although no new cycle lanes had been added in recent years, junction upgrades were
underway to improve safety and connectivity. The Council was monitoring the rise of
scooters and e-bikes, noting antisocial behaviour and the need for future regulation.

Dockless bike schemes were discussed, with concerns about fly parking and lack of
local control. A unique scheme operated by Brunel University was due to end, and the
Council was exploring taking it over. The importance of engaging underrepresented
communities in cycling was highlighted, with examples like the Asian Ladies Cycling
Club in Hayes.

The discussion concluded with strong support for the strategy and a shared
commitment to promoting safe, inclusive and accessible cycling across the Borough.

RESOLVED: That the Committee:

1. Noted the progress on the delivery of the Hillingdon Cycle Strategy, since it
was launched in September 2024;

2. Supported the proposed next steps in delivery for the 2025/26 financial year;

3. Endorsed the ongoing promotion of cycling as a mode of transport for
Hillingdon residents and users of the Hillingdon transport network;

4. Noted that an accompanying ‘Walking & Wheeling’ Strategy is being
developed by Officers.
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88.

MAXIMISING COUNCIL SPACES: A REVIEW OF BUSINESS AND PRIVATE HIRE
OPPORTUNITIES - WITNESS SESSION 2 (Agenda Item 6)

The Head of Libraries & Cultural Services and the Operations and Resources Manager
presented information for witness session 2 in the Committee’s review on Maximising
Council Spaces: A Review of Business and Private Hire Opportunities. These included
rooms in libraries, theatres, museums, and other venues not classified as office blocks
or housing. It was acknowledged that there was no centralised register of all the
Council’'s assets, making it difficult to assess the full scope of available properties.
Some assets were in disrepair and potentially suitable for sale, while others could be
refurbished or were already generating income but had potential for greater returns.

The library service presented its experience managing venue hire, highlighting the use
of the BookingPlus system, which had been implemented a year earlier. This system
streamlined bookings, reduced staff workload, and provided valuable data. Libraries
across the Borough, including Ruislip, Hillingdon and Hayes, offered meeting rooms for
hire. Other Council venues such as theatres and heritage sites also provided hireable
spaces, with libraries offering the most robust data due to the digital system in place.

The Committee discussed the potential to expand the BookingPlus system across
other council departments. It was noted that adapting the system for broader use would
require development work and standardised pricing structures. The idea of tiered
pricing was explored, including resident vs non-resident rates and commercial vs
community use. Members supported using Council venues to support small businesses
and community groups, with examples such as Age UK hiring space at Ruislip Manor
Library.

The Committee emphasised the need for a comprehensive asset register to identify
underused or unknown properties.

Concerns were raised about the scalability of the system and the need to understand
local demand before investing in upgrades. It was noted that some areas, such as
Uxbridge, showed high demand, while others, such as Ickenham, had ample
alternative venues. The importance of engaging with the Chamber of Commerce and
other stakeholders to assess business needs was highlighted.

The Committee acknowledged the success of the library service in generating income,
over £90,000 annually, even with only 16% of available time booked. Members
discussed the importance of balancing commercial hires with community access and
avoiding overreliance on large corporate partners like Barclays. The need for
integration with Council finance systems was also noted, with current processes
involving some manual reconciliation.

The Committee agreed that an interim report be presented to Cabinet, noting the
findings thus far and recognising the importance of acting quickly to capitalise on
unused assets to build a sustainable, flexible and community-friendly venue hire model
across the Borough.

RESOVLED: That the Committee:
1. noted the evidence heard during witness session 2.

2. requested that Democratic Services prepare an interim report outlining the
findings to date, for submission to Cabinet.
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89.

FINANCIAL SCRUTINY TRAINING - VERBAL UPDATE (Agenda Item 7)

The Committee was informed that a financial scrutiny training session had been
arranged for 10 September 2025.

RESOLVED: That the Committee notes the update.

90.

FORWARD PLAN (Agenda Item 8)

RESOLVED: That the Cabinet Forward Plan be noted.

91.

WORK PROGRAMME (Agenda Item 9)

RESOLVED: That the Work Programme be noted.

The meeting, which commenced at 7.00 pm, closed at 8.21 pm.

These are the minutes of the above meeting. For more information on any of the
resolutions please contact Anisha Teji, Senior Democratic Services Officer on
ateji@hillingdon.gov.uk or 01895 277655. Circulation of these minutes is to
Councillors, Officers, the Press and Members of the Public.
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Agenda Iltem 5

ANNUAL COMPLAINT & SERVICE MONITORING REPORT FOR 1 APRIL
2024 TO 31 MARCH 2025

| Committee name | | Corporate Resources & Infrastructure Select Committee

| Officer reporting | | 1an Anderson - Business Manager, Complaints and Enquiries
| Papers with report | | Appendix A, B,C, D, E, F, G and H

| Ward A

HEADLINES

To provide information to the Committee on key complaints and related service monitoring data.
RECOMMENDATIONS:

1. That the Committee note the contents of the report and provide any comments to
officers as appropriate.
2. A copy of this report be shared with the other Select Committees Members.

SUPPORTING INFORMATION

This report provides information and analysis of complaints and Members' Enquiries received
between 1 April 2024 and 31 March 2025 and satisfies the requirement to publish annual
information. The report includes:

e Appendix A: Background to the complaints process

e Appendix B: Complaints, Compliments, and Members’ Enquiries trends for 2024/25
including service improvements and learnings from complaints

e Appendix C: Complaint and Compliment report for Housing Services for 2024/25

e Appendix D: Complaint and Compliment report for Adult Social Care for 2024/25

e Appendix E: Complaint and Compliment report for Children and Young People Services
for 2024/25

e Appendix F: Complaint and Compliment report for Education Services for 2024/25

e Appendix G: Complaint and Compliment report for Finance Directorate for 2024/25

e Appendix H: Complaint and Compliments for Place Directorate for 2024/25

Implications on related Council policies

A key role of Select Committees is to monitor the performance of Council services within their
remit. Select Committees may also recommendations on service changes and improvements to
the Cabinet who are responsible for the Council’s policy and direction.

How this report benefits Hillingdon residents

This report seeks to provide assurance that complaints and Members' Enquiries are being
processed in accordance with the Council’s published policies and in line with the Complaint
Handling Codes issued by the Local Government and Social Care Ombudsman and Housing
Ombudsman Service.

Corporate Resources and Infrastructure Select Committee — 17 September 2025
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Financial Implications

There are no direct financial implications associated with this report.

Legal Implications

Legal Services confirm that there are no specific legal implications arising from this report.
BACKGROUND PAPERS

Nil

Corporate Resources and Infrastructure Select Committee — 17 September 2025
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APPENDIX A

BACKGROUND TO THE COMPLAINT PROCESS

1. The Council’s Vision

The Council’s vision is about ‘putting our residents first’. Feedback in the form of complaints and
compliments is seen as a very important source of information from residents about the quality of
services and care provided by the Council. In cases where something has gone wrong, we are
committed to putting it right and ensuring that it does not happen again.

2. What is a Complaint?

In general terms a complaint can be considered as:

“an expression of dissatisfaction, however made, about the standard of service, actions or lack of
action by the council, its own staff, or those acting on its behalf, affecting an individual or group
of individuals”

3. What is a Service Requests?

A Service Request is defined as a request from a resident/people to the Council requiring us to
take action to put something right.

Whilst Service Requests are not complaints, they may contain expressions of dissatisfaction,
and the Local Government and Social Care Ombudsman advise that we should have the
opportunity to deal with a Service Request before a complaint is made.

4. Accessibility and Awareness
Complaints can be made quickly and easily 24 hours a day, seven days a week via our website

at www.hillingdon.gov.uk/complaints or by post or telephone. If an adjustment is needed, people
are asked to call the Complaint and Enquiries Team.

5. What can people complain about to the Council?

People can complain about any services that the Council provides or contracts out.
6. Exclusions

¢ while complaints about Council policy can be submitted, it should be noted that Council
policy cannot be overturned through the complaint process as this can only be done
through the statutory decision-making procedure;

e the complaint procedure does not cover matters already claimed in court such as a
disrepair claim; and/or

e issues relating to employment or application for employment with the Council cannot be
addressed through the complaint procedure.

7. Complaint handling Staff

All staff within the team are experienced and fully trained to deal with complaints, including any
reasonable adjustments required by vulnerable residents. They have also been provided with

Corporate Resources and Infrastructure Select Committee — 17 September 2025
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additional training by a member of staff from the Local Government and Social Care
Ombudsman on 16 May 2024.

All staff dealing with complaints within the Council have within their job description a complaint
handling objective.

8. Putting things right

When a complaint investigation reveals that the Council has made an error, it's important to
consider appropriate redress. The purpose of redress is to remedy the injustice or hardship
suffered and, where possible, to return a complainant to the position they would have been before
the situation went wrong. Types of redress include:

an apology;

providing the service that should have been received in the first place;

taking action or making a decision that the Council should have done before;
reconsidering an incorrect decision;

improving procedures so that similar problems do not happen again; and

payment in recognition of any loss or distress that has occurred as a result of
maladministration, particularly where actions cannot be taken to put matters right.

9. Mediation

Sometimes, resolving a complaint through the usual process may be unsuitable or unfeasible,
especially if the relationship between the service provider and user is strained or emotions are
heightened. In these cases, the Business Manager of Complaints and Enquiries will evaluate if
mediation could be a viable alternative. Should both parties consent, an independent mediator
can facilitate a meeting where they attempt to negotiate a resolution through discussion.

10. Complaint Handling Codes

The Local Government and Social Care Ombudsman (LGSCO) and the Housing Ombudsman
Service (HOS) introduced their Complaint Handling Codes in February 2024, which this Council
has fully implemented. Our procedure:

e allows managers to address issues of unsatisfactory service and seek improvements in
service delivery;

e ensures that customers are treated fairly and consistently;
e ensures that a proper and adequate investigation takes place before any action is taken;

e requests for reasonable adjustments will be considered in line with the Equality Act 2010
and appropriate training is provided for staff; and

e safeguards the integrity and good reputation of the Council

11. Unreasonable or Unreasonably Persistent complaints

If we consider that a complainant is unreasonable or unreasonably persistent, we will refer the
matter to a senior manager, who will consider whether restrictions should be placed on their
contact with the Council.

Corporate Resources and Infrastructure Select Committee — 17 September 2025
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APPENDIX B
COMPLAINTS, COMPLIMENTS AND MEMBERS’ ENQUIRIES FOR 2024/25
1. Total number of complaints/compliments recorded for 1 April 2024 to 31 March 2025
Ombudsma
n Complimen

Investigatio | ts
ns

Service Stage 1 Stage 2 Stage 3
Directorate Request complaint | Complain | complaint
S S ts S

Finance
Directorate

Adult Social
Care

Digital and
Intelligence

Children and

Young

People
Services

Education
Services

Central
Services

Place
Directorate
Total for
2024/25
Total for
2023/24

e The Council strives to resolve complaints in a reasonable manner and to the satisfaction
of the residents. The figures above indicate that this is achieved, as the number of
complaints decreases at each stage of the escalation process. For example, only 44% of
Service Requests (3,208) progressed to a Stage 1 complaint (1,416) and only 24% of
Stage 1 complaints advanced to Stage 2 (337).

e The number of compliments received of 110 for 2024/25 is lower than the figure for
2023/24 of 216.

e Place accounted for 68% of all Service Requests, 59% of all Stage 1 complaints, 61% of
all Stage 2 complaints and 55% of all Ombudsman complaints investigated.

2. Total number of complaints/compliments recorded for 1 April 2020 to 31 March 2025

vy Service Stage 1 Stage 2 Stage 3 Ombudsman
ear : , : O :
Requests  complaints Complaints complaints Investigations Compliments

2020/21 2,587 789 42 0 34 502
2021/22 4,473 802 102 0 75 349
2022/23 5176 816 121 0 46 245
2023/24 3,729 681 180 0 65 216
2024/25 3,208 1,416 337 0 77 110

Corporate Resources and Infrastructure Select Committee — 17 September 2025
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e The significant rise in formal Stage 1 and 2 complaints was expected as the Council has
fully implemented the Complaint Handling Codes introduced by the Housing
Ombudsman Service and Local Government and Social Care Ombudsman in February
2024.

3. Local Government and Social Care Ombudsman and Housing Service Ombudsman
investigations completed for 2024/25

The table below provides the outcome of all investigations concluded by the Ombudsman.

Service Area Upheld Partially Not Upheld | Did not investigate Total
Upheld
'Finance [ K O - R T
' Adult Social Care [ 1 2 4 8
Childrenand | 0 0 1 1
Young People’s
Education 0 0 0 0 0
Housing 14 0 1 16 31
WESIE 1 0 0 1 2
ASBET 1 1 1 6 9
Planning and 0 0 0 4 4
Building Control
Green Spaces 0 0 0 4 4
Parking 0 0 0 1 1
Highways 0 0 0 5 5
Libraries 0 0 0 1 1
Digitaland |8 0 0 1 1
Intelligence
Total [ 2 4 53 77

Corporate Resources and Infrastructure Select Committee — 17 September 2025
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4. Members Enquiries (MES)

Number of MEs recorded

Period Place Adult Children Finance

Directorate @ Services Services @ Directorate
2020/21 EEREE] 145 54 228 - - 9,960
yASAVZVAN O 432 112 58 167 - - 9,769
2022/23 NENY 150 56 182 - - 7,805
2023/24 KWL 67 85 98 1,517 2 6,236
2024/25 AL 46 32 75 827 3 3,329

e The handling of Members Enquiries (ME) was reviewed and a new system using the
GOSS platform was introduced on 1 January 2023. A key part of that change was to re
define what an ME is i.e. ‘a clear question has been asked that now requires
investigation by Council Officers, or the supply of information from a Council department’.
At the same time, we introduced the term “service request’ which we have defined as ‘a
request for a one-off action to be taken, that requires action by an Officer and not
investigative activities or supply of information’.

e The effect of this change is that the volume of MEs fell by 46% (2,907) when comparing
the 2023/24 figure of 6,236 with the 2024/25 figure of 3,329 as those more
straightforward enquires are treated as “service requests”.

Service areas that have the highest number of MEs recorded
2023/24

2022/23 2024/25

1 2020/21

2021/22

Service Area

WERE | 4,964 3,934 2,003 749 401
Housing 1,269 976 1,021 1,375 733
Anti-Social Behaviour 1,176 1,258 761 589 410
Green Spaces 863 1,043 705 400 210
Planning 827 1,255 361 325 204
Highways - - 744 709 329

e Housing (733), Anti-social behaviour (410), Waste (401), Highways (329), Green Spaces
(210) and Planning (204) accounted for 69% of all enquiries submitted by Members for
2024/25. Housing enquiries (733) alone accounted for 22% of all enquiries submitted by
Members.

Service Requests recorded

Period | 1 April 2023 to 31 March 2024 | 1 April 2024 to 31 March 2025

Number |

e The number of Service Requests submitted by Members rose from 5,555 for 2023/24 to
7,102 for 2024/25.

e Members submitted a total of 10,431 Members Enquiries and Service requests for the
period 2024/25.

Corporate Resources and Infrastructure Select Committee — 17 September 2025
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Top 5 Service Requests submitted by Members for 2024/25

Service Area 2024/25
Fly tipping
Items on the Highway or footpath need

removin

Litter pick requests
Graffiti

Potholes

e Fly tipping (2,589) and Items on the Highway or footpath need removing (previously Street
Cleansing) (1,871) accounted for 63% all Service Requests submitted by Members.

5. Complaints about a Councillor

Complaints about the conduct of a councillor have a separate complaint process that people are
required to follow and these complaints are dealt with by the Head of Democratic Services and
Monitoring Officer, Lloyd White. More information on this process can be found on the following
web pages: www.hillingdon.gov.uk/complaint-councillor

6. Service Improvements

Continuous improvement is seen as a cornerstone of how we operate at Hillingdon Council and
learning from complaints is a central part of this. The receipt of any complaint provides
Hillingdon with valuable feedback and opportunities to learn from what has happened and make
adjustments to avoid future problems and improve the service we provide our residents. To this
end, we paid for a bespoke training course delivered by the Local Government and Social Care
Ombudsman in May of 2024 on investigating complaints and the processes to follow, along with
mechanisms they use to identify issues and make recommendations for change/service
improvement. Officers found this course extremely helpful. Listed below are the main service
improvements we made:

Housing

e All Housing Officers were reminded of the importance of notifying homelessness
applicants of the correct homelessness duty and in ensuring that the correct duties are
followed at relevant times.

o We reviewed our procedures around how we deal with homelessness applicants who
have been issued with a Section 21 eviction notice to ensure that our approach is in line
with the Homelessness Code of Guidance and that the correct homelessness duty is
considered at the time.

e The complaint team reviewed our procedures around the handling of requests for
reasonable adjustments and as a result we now record all requests made and the action
we took as a result.

« We reviewed the form used by a medical assessor which now prompts them to include
their justification on the decisions they make.

o Homeless staff were all reminded that interim accommodation should always be suitable,
and that they need to take into account the individual circumstances and needs of the
household.

o All Housing staff were reminded of their statutory duties to ensure that the main housing
duty decisions are made within 56 days and if an extra 15 working days is required, this
must be properly documented.

Corporate Resources and Infrastructure Select Committee — 17 September 2025
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A reminder was issued to all Officers that they must send a formal offer letter explaining
how to request a suitability review of accommodation and that they should carry out a

suitability review when requested.

Children and Young People Services

All Complaint staff were reminded that they should consider if a complaint related to
adoptions comes under the children's statutory complaints procedure. If it does, the
Council must use the procedure to investigate the complaint.

The SEND team reviewed how it carried out its due diligence for children and young
people with Education, Health and Care (EHC) Plans who for whatever reason cannot
attend their named placement. This ensures that we have fully considered our duty to
provide the education outlined in the EHC Plans to prevent gaps in education.

Updated instructions were issued to staff involved in Special Educational Needs and
Disability transport decisions, to remind them of the importance of ensuring decision
letters and meeting minutes record the correct details of the applicant being considered.

Adult Social Care

Procedures were revised to ensure that applicants are provided with written meaningful
costs information about adult care services at the outset, and unless there is a good

reason, before any costs are incurred.

Guidance was provided for staff to ensure that when a Council tenant need works to
address disrepair and disabled adaptations, services work in a joined-up way to
coordinate works, minimise disruption, and avoid unnecessary expense.

Learning from complaints

Learning captured
Dissatisfaction with levels of communication
associated with planned works

Impact of change

Residents more engaged and informed in
relation to the delivery of planned works
contracts

Concerns associated with ‘drift’ linked to the
need for ‘recall works’.

Target introduced to on recall works orders
for contractor to attend within 10 days.

Challenge associated with the keeping of
pets.

Review of Pets Policy to make outcomes
clearer and fairer.

Dissatisfaction with complaints handling /
responses.

Template letter introduced requiring the
understanding of the complaint to be clearly
set out and the associated resolution to
project consistent communication.

Mandatory requirement for all complainants
to be contacted as an integral part of
compliant handling.

All responses to include what action has
been taken rather than what the Council will
do, based upon feedback regarding failures
to deliver agreed actions.

Corporate Resources and Infrastructure Select Committee — 17 September 2025
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Recurrent theme associated with ‘delays’ in
progressing service requests leading to
complaints.

Q4 workshops arranged with tenant
representatives and Services to document
core service standards.

Housing Management business case
restructure approved to result in smaller
patch sizes and a more personal and
responsive service to residents once
implemented.

Dissatisfaction with ASB case handling.

Joint training undertaken with Tenancy
Management and ASB Localities Team
staff.

Concerns regarding ‘drift’ in completing
repairs.

Monthly toolbox talks with Repairs
Operatives include a clear focus on service
improvement including reminders on
arranging return visits to tenants whilst still
on site.

Disconnection between learning from
complaints and service delivery by
contractors.

Learning outcomes and complaint issues
incorporated into monthly contractor review
meetings to ensure outcomes are
embedded into their service provision.

Poor / delayed response to concerns raised
by tenants occupying the two HRA
temporary accommodation sites.

Service review resulting in ending our
management out-sourcing arrangements /
management brought in-house to improve
responsiveness of service provision and
response to concerns raised.

Concerns regarding the management of
‘low level’ ASB.

Production of a good neighbour guide and
an associated toolkit to support staff and
residents in better managing neighbour
related issues.

Rent payments being assigned to the
wrong rent account when paying ‘over the
phone’.

All payment references are now confirmed
to the tenant before taking payment to
avoid mis-posting of rent monies.

Tenants entering into rent arrears
repayment arrangements which are not
sustainable.

Income and expenditure forms are now
completed as an integral part of entering
into repayment arrangements.

Re-occurring issue within the responsive
Repairs Service regarding ‘house-keeping
issues’

Issues associated with a lack of notes on
job histories and outdated telephone
numbers on job orders addressed with the
team via toolbox talks and ‘spot checks’
introduced.

Resident concerns regarding ongoing ASB
presenting in a number of tower blocks
including rough-sleeping, drug taking and
damage to property.

Initiative rolled out culminating in a number
of Closure Orders secured which have
secured a positive impact on presenting
issues and positive feedback from
residents.
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APPENDIX C
COMPLAINT AND COMPLIMENT REPORT FOR HOUSING SERVICES FOR 2024/25
SUMMARY OF ANALYSIS

| have set out below the data and outcomes of service requests, complaints and compliments
for Housing Services in the period of 2020/21 to 2024/25.

THE COMPLAINT PROCEDURE

Housing complaints are managed in line with the Council's Corporate complaints procedure. This
procedure operates as follows:

e Service Requests

e Stage 1 — response from a manager or Team Leader or specialist complaint officer.

e Stage 2 — response from the Head of Service or a Director or Corporate Director

e Local Government and Social Care Ombudsman or Housing Ombudsman Service
DETAILED COMPLAINT REPORT
A detailed report of all complaints and compliments for Housing Services is set out below.
a. SERVICE REQUESTS
Resident feedback suggests a preference for immediate resolution of issues through direct
dialogue with an officer/manager, rather than submitting formal complaints. When feasible, we
aim to address concerns directly in this way but we have to be mindful of the definition of a Service
Request which “a request from a resident/people to the Council requiring us to take action to put
something right.” This has been fully applied by this Council and limits the scope of officers to
progress expressions of dissatisfaction in this way.
Table 1 - Service Requests

Year

2020/21
2021/22

2022/23
2023/24
2024/25

e There were 10% (112) fewer reduction Service Requests when comparing the 2023/24
figure of 1,122 with the 2024/25 figure of 1,009. This was expected as the introduction of
the new Complaint Handling Codes by the Ombudsmen in February 2024, require that
expressions of dissatisfaction are treated as formal complaints. This requirement has been
applied by Officers across the Council.
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b. STAGE 1 COMPLAINTS

A manager or Team Leader or specialist complaint officer will aim to respond within 10 working
days.

Table 2 - Total number of Stage 1 complaints

Period

2020/21
2021/22

2022/23
2023/24
2024/25

e As expected, the number of Stage 1 complaints has risen by 210% (503) when comparing
the 2023/24 figure of 240 to the 2024/25 figure of 743. This was expected and will continue
to rise as the Council applies the definition of a complaint as set out in the Complaint
Handling Codes.

Table 3 - Outcome of complaints

Period Upheld Partially upheld Not upheld Withdrawn Total
2020/21 39 52 127 13 231

2021/22 17 40 160 10 227
2022/23 24 68 154 13 259
2023/24 20 43 169 8 240
2024/25 118 195 415 15 743

e Of the 743 Stage 1 complaints, 118 (16%) were upheld, 195 (26%) were partially upheld,
415 (56%) were not upheld and the remaining 15 complaints were either cancelled or
withdrawn.

e The main areas of complaint were delays in providing a service (558), dissatisfaction with
our application of the Social Housing Allocation Policy (118) and the communication(s) that
was received (58).
C. STAGE 2 COMPLAINTS

The Head of Service or Director or Corporate Director will aim to respond to Stage 2 complaints
within 20 working days.

Table 4 - Total number of Stage 2 complaints

Period

2020/21
2021/22

2022/23
2023/24
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e The number of Stage 2 complaints increased by 99 (106%) when comparing the 2023/24
figure of 93 with the 2024/25 figure of 192. This was expected as the Council applies the
changes in the Complaint Handling Codes introduced by the Ombudsman in February
2024.

d. INVESTIGATIONS BY THE LOCAL GOVERNMENT AND SOCIAL CARE
OMBUDSMAN OR HOUSING OMBUDSMAN SERVICE

Where it appears that a Council’s own investigations have not resolved the complaint, the
complainant is entitled to refer their complaint to the relevant Ombudsman at any stage of the
complaint process.

Table 5 - Total number of Ombudsman investigations
Period Total number

2020/21
2021/22

2022/23
2023/24
2024/25

e 31l investigations were concluded by the Ombudsman during this period. A brief note of
all 31 complaint investigations completed by the Ombudsmen for 2024/25 and the
outcomes is set out below:

Complaint details Outcome of complaint

202324088 Upheld

The complaint is about: The Council is to apologise in writing for the delays
a. The landlord’s management of the in kitchen renewal and pay the resident a sum of
kitchen works. money for the distress caused by the delays, plus
b. The landlord’s record keeping. an additional sum for mishandling her complaint

c.