Report on Complaints Handling — 6 Monthly Data Report
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1.0

Purpose of Report

1.1

1.2

In accordance with guidance issued by the Northern Ireland Public Services
Ombudsman (NIPSO), the Council adopted new Complaints Handling
Procedures (CHP) which came into effect on 15t January 2024, providing a
standardised model for how complaints are administered across local
government.

The purpose of this report is to provide Members with an update on the collation
and analysing of 6 monthly statistical data and governance arrangements in
relation to Complaints Handling following Council adoption of procedures in
October 2023 and to confirm the publication of the data on the Council’s
webpage.

2.0

Background

2.1

2.2

2.3

Responsibility for the development, implementation and ongoing management of
complaints is a function of the Organisational Development, Strategy &
Performance Directorate (Customer Services Section).

The CHP procedures provide a governance framework for the capture, recording
and monitoring of complaints within Mid Ulster District Council. Data is collated
and recorded on quarterly, 6 monthly and annual basis for monitoring and
scrutiny by Management and NIPSO. The Council is also required to publish
complaints data on a 6-monthly and annual basis.

All complaints are progressed in accordance with the new procedures, ensuring
complaints handling is in line with statutory requirements established under the
Public Services Ombudsman Act (NI) 2016.

3.0

Main Report

3.1

The Council’s Complaints Handling Procedures involves a two-stage process, as
summarised below. Further information on our complaints handling arrangements
and our Complaints Handling Procedure is accessible from our website by clicking
through to: Mid Ulster District Council Complaints Handling Procedure



https://www.midulstercouncil.org/contact-us/complaints/our-complaints-process

3.2

Stage One — Frontline Response
e Aims to respond to complainants within 5 working days
Stage Two - Investigation
e Provides a more in-depth investigation with an acknowledgement within 3
working days and full response to be provided within 20 working days

1st April 2024 — 30" September 2024

Mid Ulster District Council is committed to providing a high standard of customer
service to all its citizens. The Council values complaints and will use them to
help improve our services.

For the 6-month period 15t April 2024 — 30t September 2024, Mid Ulster District
Council received 32 Stage 1 complaints, and 8 Stage 2 complaints (7 heard at
Stage 1, and 1 escalated straight to Stage 2).

The majority of complaints fell under the category of ‘inadequate quality or
standard of service’ (569%), with the remaining complaints categorised as detailed
below:

Complaint Categories:

Inadequate quality or standard of service 59%
Unreasonable delay in providing a service 3%
Failure to properly apply law, procedure or guidance when

delivering services 13%
Failure to follow the appropriate administrative process 3%
Conduct, treatment by or attitude of a member of staff or

contractor 19%
Disagreement with a decision (except where there is a statutory

procedure for challenging that decision, or an established

appeals process) 3%




Complaints received were investigated in line with statutory guidelines and
closed on the basis of the following outcomes:

COMPLAINT OUTCOMES
1ST APRIL 2024 - 30TH SEPT 2024

mResolved mUpheld mPartially Upheld mNot Upheld

Complaints are received through a number of ways. The following provides
a breakdown of the channels used by Citizens to engage with the Council
when logging a complaint.

CHANNEL RECEIVED
1ST APRIL 2024 - 30TH SEPT 2024

mEmail mTelephone mlLetter mOnline




3.3

Lessons Learned

The Council will systematically review and analyse complaints to ensure that
lessons have been learned, services improved and appropriate action taken. This
is a statutory requirement under the framework and Council will be assessed for
compliance.

Detailed below are examples of service improvements as a result of the
administration of the complaints handling procedures:

e General cleaning procedures reviewed within Leisure Centres

e Cleaning schedule for playparks reviewed and monitored - identified need
to increase washing maintenance at parks that are surrounded by foliage

e Review of supervisory rota cover in Leisure Centre gyms
o Staff reminded of the importance of confidentiality in data handling

e Refresher training on Customer Service & Equality training

For further information on our Complaints Handling Procedures please visit
https://www.midulstercouncil.org/complaints

4.0 | Other Considerations
Financial, Human Resources & Risk Implications

4.1 Human: Officer time to manage and monitor ongoing complaints.

4.2 [ Financial: Integration of data within a records management system to capture
and record complaints data to meet statutory requirements.

4.3 [Risk Management: Ongoing compliance with statutory requirements of CHP
under the Public Services Ombudsman Act (NI) 2016.

5.0 | Screening & Impact Assessments
Equality & Good Relations Implications: N/A
Rural Needs Implications: N/A

6.0 | Recommendation(s)

6.1 That Members note the contents of this report and associated statistical information
with a view to the data being made publicly accessible on the Council’s website.

7.0 | Documents Attached & References

7.1 | N/A



https://www.midulstercouncil.org/complaints

