Complaint & Enquiry Report

Croydon Councll
Annual 2022/2023

Annual Complaints Report - 2022/2023 CROYDON

Data Last Refreshed: 17/05/2023 05:18:00 www.croydon.gov.uk



1. Organisational Summary - Corporate Complaints

Corporate Complaints - Volumes by Complaint Type

Corporate Stage 1 Corporate Stage 2 LGSCO

@ Previous Year @ Current Year @ Previous Year @Current Year @ Previous Year @Current Year

2886
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1.1 The volume of stage one has decreased by 546 complaints compared to the same period last year
1.2 The volume of stage two has increased by 44 complaints compared to the same period last year

1.3 The volume of LGO has decreased by 39 investigations compared to the same period last year

Corporate Complaints - Upheld Volume by Complaint Type

Corporate Stage 1 Corporate Stage 2 LGSCO
@ Previous Year @ Current Year @ Previous Year @ Current Year @ Previous Year @ Current Year
1178 106 42

100 40

1000 861 78
30
500 50 20
10
0 0 0

1.4 37%, or 861 complaints, at stage one were upheld for 2022, a decrease of 317 complaints from last year
1.5 46%, or 106 complaints, at stage two were upheld for 2022, an increase of 28 complaints from last year

1.6 29%, or 25 investigations, at LGO were upheld for 2022, a decrease of 17 investigations from last year
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1. Organisational Summary - Corporate Stage 1

Corporate Stage 1 Volume

@ Previous Year @ Current Year

oK 1K 2K 3K

1.7 The volume of stage one has decreased by 546 complaints compared to the same period last year

Corporate Stage 1 SLA Volume Corporate Stage 1 SLA %
@ Previous Year @Current Year @ Previous Year @Current Year
100%
oK 1753

61% O4%

1K 50%

1499

1.8 64% or 1499 stage one complaints were answered within corporate 20 working days target

OK 0%

Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included

Corporate Stage 1 Upheld Volume Corporate Stage 1 Upheld %
@ Previous Year @ Current Year @ Previous Year @ Current Year
100%
1178

1000 861
°0% A% 379,

500
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1.9 37%, or 861 complaints, at stage one were upheld for 2022, a decrease of 317 complaints from last year
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1. Summary by Department - Corporate Stage 1 Complaints

Corporate Stage 1 Volume by Department

@ Previous Year @ Current Year

1357
901
1K 716 771
605 558
0K | ——
Sustainable Housing Resources Assistant Chief Children, Families & Adult Social Care &
Communities, Regen... Executive Directorate Education Health

1.10 The volume of stage one complaints by Department for 2022

Corporate Stage 1 SLA % by Department

@ Previous Year @ Current Year

100% 83% 84%

86% 69% 1% 69%
50% 0
50% - ] 3 410/- I
0%
Resources Sustainable Assistant Chief Children, Families & Adult Social Care & Housing
Communities, Regen...  Executive Directorate Education Health

1.11 The SLA % of stage one complaints by Department for 2022

Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included

Corporate Stage 1 Upheld % by Department

@ Previous Year @ Current Year

100%
67% 63%
o970 50% 50% o
50% 42% 41% 0% 34% 38%
()
0%
Assistant Chief Adult Social Care & Housing Sustainable Children, Families & Resources
Executive Directorate Health Communities, Regen... Education

1.12 The upheld % of stage one complaints by Department for 2022

Annual Complaints Report - 2022/2023 CROYDON

Data Last Refreshed: 17/05/2023 05:17:00 www.croydon.gov.uk



1. Organisational Summary - Corporate Stage 2

Corporate Stage 2 Volume

@ Previous Year @ Current Year

231
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1.13 The volume of stage two has increased by 44 complaints compared to the same period last year

Corporate Stage 2 SLA Volume Corporate Stage 2 SLA %
@ Previous Year @Current Year @ Previous Year @Current Year
24 100%
62
50
50% 40%
0 0%

1.14 27% or 62 stage two complaints were answered within corporate 20 working days target

Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included

Corporate Stage 2 Upheld Volume Corporate Stage 2 Upheld %

@ Previous Year @ Upheld Volume @ Previous Year @ Current Year

106
i

1.15 46%, or 106 complaints, at stage two were upheld for 2022, an increase of 28 complaints from last year

100%

100
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50
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1. Organisational Summary - Corporate Themes

Corporate Stage 1 - Reason for Complaint

@ Total Volume @ Upheld %

500 40%
0 20%
Quality of service Delay in service - Incorrect action or advice Delay in decision / Incorrect decision made /
provided - have not unhappy with time taken - unhappy with the response - unhappy with service provided -
received a good quality to provide them with information provided or time taken to provide unhappy with outcome of
service service requested believe action is incorrect them with a decision or  their query and believe it
response to query to be incorrect

1.16 The chart shows the highest reasons for complaints in the bar and the percentage of those that were upheld in the line.

Corporate Stage 2 - Reason for Escalation

61
60
45
40 33
29
0 -
Quality of service Incorrect action or advice Incorrect decision made / Delay in service - Delay in decision /
provided - have not - unhappy with the service provided - unhappy with time taken response - unhappy with
received a good quality information provided or unhappy with outcome of to provide them with time taken to provide
service believe action is incorrect  their query and believe it service requested them with a decision or
to be incorrect response to query

1.17 This chart shows the reasons why a complaint has been escalated to stage two, following a stage one.

Annual Complaints Report - 2022/2023 CROYDON

Data Last Refreshed: 17/05/2023 05:18:00 www.croydon.gov.uk



1. Organisational Summary - LGO Investigations

LGO Volume

@ Previous Year @ Current Year

124
85

0 50 100

1.18 The volume of LGO has decreased by 39 investigations compared to the same period last year

LGO Upheld by Outcome

@ Previous Year @ Current Year

50 42
25 27
— 1
0
Not Upheld Upheld Open
LGO Volume

@ Previous Year @ Current Year
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Sustainable Adult Social Care & Housing Resources Children, Families & Assistant Chief
Communities, Re... Health Education Executive Director...

1.19 Volume of LGO investigations by department, inclusive of corporate and statutory (adults & childrens) investigations.

LGO Upheld by Department

@ Previous Year @ Current Year

14
10
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6 5
4 3
2
sl ©
0
Adult Social Care & Housing Sustainable Children, Families & Resources Assistant Chief

Health Communities, Re... Education Executive Director...

1.20 29%, or 25 investigations, at LGO were upheld for 2022, a decrease of 17 investigations from last year
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1. Organisational Summary - Adults Stage 1

Adults Stage 1 Volume

@ Previous Year @ Current Year

269

0 100 200

1.21 The volume of stage one has increased by 26 complaints compared to the same period last year

Adults Stage 1 SLA Volume Adults Stage 1 SLA %

100%

50

@ Previous Year @Current Year @ Previous Year @Current Year
50%
28%

82
76
. 0% -

1.22 28% or 76 stage one complaints were answered within our target of 10 working days

34%

0

Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included

Adults Stage 1 Upheld Volume Adults Stage 1 Upheld %

@ Previous Year @ Current Year @ Previous Year @ Current Year

140
'

1.23 52%, or 140 complaints, at stage one were upheld for 2022, an increase of 16 complaints from last year

100%

100

51% 92%

50%

0%
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1. Organisational Summary - Childrens Stage 1

Childrens Stage 1 Volume

@ Previous Year @ Current Year

165
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1.24 The volume of stage one has increased by 34 complaints compared to the same period last year

Childrens Stage 1 SLA Volume Childrens Stage 1 SLA %

@ Previous Year @Current Year @ Previous Year @Current Year

82
'

1.25 50% or 82 stage one complaints were answered within our target of 10 working days

100%

47% S0%

50 50%

0 0%

Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included

Childrens Stage 1 Upheld Volume Childrens Stage 1 Upheld %

@ Previous Year @ Current Year @ Previous Year @ Current Year

73
60
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0

1.26 36%, or 60 complaints, at stage one were upheld for 2022, a decrease of 13 complaints from last year

100%

56%

50%

0%
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1. Organisational Summary - Childrens Stage 2, Childrens Stage 3

Childrens Stage 2 Volume Childrens Stage 3 Volume

@ Previous Year @ Current Year @ Previous Year @ Current Year

0 10 0 2

1.27 The volume of stage two has increased by 4 complaints compared to the same period last year

Childrens Stage 2 SLA Volume Childrens Stage 2 SLA % Childrens Stage 3 SLA Volume Childrens Stage 3 SLA %
@ Previous Year @ Current Year @ Previous Year @ Current Year @ Previous Year @ Current Year @ Previous Year @ Current Year
5 5 100% 1.0 100%
2

50% 0.5 50%

14% 11%

0 0 0% 0%

1.28 11% or 2 stage two complaints were answered within the target of 25 working days target

0

Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included

Childrens Stage 2 Upheld Vol. Childrens Stage 2 Upheld % Childrens Stage 3 Upheld Vol. Childrens Stage 3 Upheld %

@ Previous Year @ Current Year @ Previous Year @ Current Year @ Previous Year @ Current Year @ Previous Year @ Current Year

100% 100%

8 2
7 2
57%
° 50% 399 1 50%
0
0 0% 0

0%

100%

0%

1.29 39%, or 7 complaints, at stage two were upheld for 2022, a decrease of 1 complaint from last year

1.30 No complaints were upheld at stage three for Q of 2022, a decrease of 2 complaints from last year
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1. Organisational Summary - Adults & Childrens Social Care Themes

Adults Social Care Stage 1 - Reason for Complaint
@ Total Volume @ Upheld %

150
60%
100
40%
50 30
Quality of service Delay in service - Incorrect decision made / Incorrect action or advice Staff conduct/behaviour -
provided - have not unhappy with time taken service provided - - unhappy with the unhappy with conduct of
received a good quality to provide them with unhappy with outcome of information provided or staff member
service service requested their query and believe it believe action is incorrect

to be incorrect

1.31 The chart shows the highest reasons for complaints in the bar and the percentage of those that were upheld in the line.

Childrens Social Care Stage 1 - Reason for Complaint

@ Total Volume @ Upheld %

60%
50

40%
0 20%

Staff conduct/behaviour - Quiality of service Incorrect decision made / Poor communication - no Incorrect action or advice

unhappy with conduct of provided - have not service provided - or limited communication - unhappy with the
staff member received a good quality unhappy with outcome of information provided or
service their query and believe it believe action is incorrect

to be incorrect

1.32 The chart shows the highest reasons for complaints in the bar and the percentage of those that were upheld in the line.
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1. Organisational Summary - MP & Councillor Enquiries

MP Enquiry Volume Councillor Enquiry Volume

@ Previous Year @ Current Year @ Previous Year @ Current Year

3141
3349

OK 2K oK 2K

1.33 The volume of MP Enquiry has decreased by 436 enquiries compared to the same period last year

1.34 The volume of Councillor Enquiry has increased by 208 enquiries compared to the same period last year

MP Enquiry SLA % Councillor Enquiry SLA %

@ Previous Year @ Current Year @ Previous Year @ Current Year

100% 100%

63% 62%
52%

50% 50%

0% 0%

1.35 52% or 1260 MP Enquiry enquiries were answered within our target of 10 working days

1.36 62% or 2088 Councillor Enquiry enquiries were answered within our target of 10 working days

Highest Reasons for MP Enquiries Highest Reasons for Councillor Enquiries

Quiality of service provided — have n... Delay in service — unhappy with tim...

Council or Government Policy — doe...

Quiality of service provided — have n...

Delay in service — unhappy with tim... Delay in decision / response — unha...

Information or service unavailable — ...

Delay in decision / response — unha... Poor communication — no or limited ...

Cost of service — unhappy with the c... .
0

200 400

o

1.37 The Highest Reasons for Enquiry for MP & Councillor enquiries
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2. Resources - Complaints & LGO Cases

Departmental Complaint Distribution by Complaint Type

@ Corporate Stage 1 @Praise @ Corporate Stage 2 @ LGO

Corporate Stage 1 Volume
@ Previous Year @ Current Year

605 558

500
50

Corporate Stage 2 Volume

@ Previous Year @ Current Year

68 20

10

LGO Volume

@ Previous Year @ Current Year

18
16

2.1 The volume of stage one has decreased by 47 complaints compared to the same period last year

2.2 The volume of stage two has increased by 18 complaints compared to the same period last year

2.3 The volume of LGO has increased by 2 investigations compared to the same period last year

656 632

600

400

200

Finance, Investment & Risk

Commercial Investment and

Total Complaints by Division

@ Previous Year @ Current Year

13 13 3 1

Finance & Assets
Capital

2 1

Democratic Services & Scrutiny

2.4 Total volumes of complaints at stage one, two and LGSCO investigations by service team
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2. Summary by Division - Resources

Complaint Volume by Division

@ Previous Year @ Current Year

656 632

500

13 13 3 1 2 1

Finance, Investment & Risk Commercial Investment and Finance & Assets Democratic Services & Scrutiny

Capital

2.5 The volume of complaints by Division for 2022

Complaint SLA % by Division

@ Previous Year @ Current Year
100%
50%

100% 79% 80%

Finance & Assets Finance, Investment & Risk Democratic Services & Scrutiny Commercial Investment and
Capital

54%

50%

0%

2.6 The SLA % of complaints by Division for 2022

Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included

Complaint Upheld % by Division

@ Previous Year @ Current Year

100%
) 46%
50% 339, 38%
23%
0%
Finance & Assets Commercial Investment and Finance, Investment & Risk Democratic Services & Scrutiny

Capital

2.7 The upheld % of complaints by Division for 2022
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2. Finance, Investment & Risk - Complaints

Highest Complaint Volumes by Service Team

@ Previous Year @Current Year

554 525
500
81
62 _ 3 10 6 4 4 1 3 4 2
O [
Revenues - Council Benefits Insurance Revenues - NNDR Corporate Debt Pensions Corporate Debt
Tax (Business Rates) Professional Collection Team
Enforcement
2.8 Total volumes of complaints at stage one, stage two & LGO in the Finance, Investment & Risk division
Revenues - Council Tax Vv | Benefits v

Corporate Stage 1 Volume Corporate Stage 2 Volume

@ Previous Year @ Current Year

@ Previous Year @Current Year

446 61

2.9 The volume of stage one has decreased by 53 complaints
2.10 The volume of stage two has increased by 21 complaints

2.11 The volume of LGO investigations was 15 in 2022

Corporate Stage 1 Upheld %  Corporate Stage 2 Upheld %

@ Previous Year @Current Year @ Previous Year @ Current Year

100% 100%
50% 37% 50% 36%

I N
0% 0%

2.12 37%, or 166 complaints were upheld at stage one.

2.13 36%, or 22 complaints were upheld at stage two.

Corporate Stage 1 SLA Corporate Stage 2 SLA

90% 90%
N M -
0% 39% 100% 0% 33% 100%

2.14 89% or 396 stage one complaints were answered in SLA

2.15 33% or 20 stage two complaints were answered in SLA

Corporate Stage 1 Volume Corporate Stage 2 Volume

@ Previous Year @Current Year

@ Previous Year @Current Year

o7 4
73 5

2.16 The volume of stage one has increased by 16 complaints

2.17 The volume of stage two has increased by 1 complaint

2.18 The volume of LGO investigations was 3 in 2022

Corporate Stage 1 Upheld %  Corporate Stage 2 Upheld %

@ Previous Year @Current Year @ Previous Year @Current Year

100% 100%
60%

4

.5%

2.19 45%, or 33 complaints were upheld at stage one.

50%

50%

0% 0%

2.20 80%, or 4 complaints were upheld at stage two.

Corporate Stage 1 SLA Corporate Stage 2 SLA

90% 90%
0% 88% 100% 0% 20% 100%

2.21 88% or 64 stage one complaints were answered in SLA

2.22 20% or 1 stage two complaint was answered in SLA
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2. Finance, Investment & Risk - Complaint Themes

Highest Volumes for Corporate Stage 1 - Reason for Complaint
@ Total Volume @ Upheld %

200 45%

150 40%
100 35%
50 - - )
0 25%
Incorrect action or advice Incorrect decision made / Quality of service Delay in service - Staff conduct/behaviour -
- unhappy with the service provided - provided - have not unhappy with time taken  unhappy with conduct of
information provided or unhappy with outcome of received a good quality to provide them with staff member
believe action is incorrect their query and believe it service service requested
to be incorrect
2.23 The graph shows the highest complaint volume by reason for Resources at stage one
The Bars show the Volume of Complaints with the Line showing the Upheld % by Reason for Complaint
Revenues - Council Tax \V Benefits v

Highest Volumes for Reason for Complaint - Stage 1 Highest Volumes for Reason for Complaint - Stage 1

Incorrect action or advice - unhapp... 119 Incorrect action or advice - unhapp....

Incorrect decision made / service pr...
Quality of service provided - have n...

Delay in decision / response - unha...

Incorrect decision made / service pr...

Delay in service - unhappy with tim...

Staff conduct/behaviour - unhappy ...
Poor communication - no or limited ...

Delay in service - unhappy with tim... Quality of service provided - have n...

(@)

50 100

2.24 These charts show the highest volume of reason for complaint for each of the named teams in 2022
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3. Sustainable Communities, Regeneration & Economic Recovery
Directorate - Complaints & LGO Cases

Departmental Complaint Distribution by Complaint Type

@ Corporate Stage 1 @Praise @ Corporate Stage 2 @ LGO

Corporate Stage 1 Volume Corporate Stage 2 Volume LGO Volume
@ Previous Year @ Current Year @ Previous Year @ Current Year @ Previous Year @ Current Year
1357 80 73 40 38
1K
50
20
OK 0 0

3.1 The volume of stage one has decreased by 641 complaints compared to the same period last year

3.2 The volume of stage two has decreased by 7 complaints compared to the same period last year

3.3 The volume of LGO has decreased by 25 investigations compared to the same period last year

Total Complaints by Division

@ Previous Year @ Current Year

1237
1000
o987
500
210 181
0
Sustainable Planning & Violence Reduction Economic Growth Culture & Public Realm Culture and
Communities Strategic Transport Network Community Safety Community Safety

3.4 Total volumes of complaints at stage one, two and LGSCO investigations by service team
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3. Summary by Division - Sustainable Communities, Regeneration
& Economic Recovery Directorate

Complaint Volume by Division

@ Previous Year @ Current Year

1237

1K
o287
210 181
_ 20 23 14 5 7 9 3 0 0 1
OK
Sustainable Planning & Violence Reduction = Economic Growth Culture & Public Realm Culture and
Communities Strategic Transport Network Community Safety Community Safety

3.5 The volume of complaints by Division for 2022

Complaint SLA % by Division

@ Previous Year @ Current Year

100%
72% 507
(o)
70% 0 64% . 89% 65%
58% 50% 57% 55%
0
(0)
50% 33%
0%
Sustainable Economic Growth Planning & Culture & Violence Reduction Public Realm Culture and
Communities Strategic Transport Community Safety Network Community Safety

3.6 The SLA % of complaints by Division for 2022
Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
Complaint Upheld % by Division

@ Previous Year @ Current Year

100%

/8%

50%

29%
17%
10% 40, 59 i
% . =l % 0% 0%
0%
Culture & Sustainable Economic Growth Planning & Violence Reduction Culture and Public Realm
Community Safety Communities Strategic Transport Network Community Safety

3.7 The upheld % of complaints by Division for 2022
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3. Sustainable Communities - Complaints

Highest Complaint Volumes by Service Team

@ Previous Year @Current Year

703
500
257
0

147
71 78 36 34 47 32 50 32 42 29
— L e I e—— I e—— I e—
Refuse & recycling Parking - Garden waste Highways Network Network Pollution Team Private Sector
Operations service Maintenance Improvements & Housing Team

Road Safety

3.8 Total volumes of complaints at stage one, stage two & LGO in the Sustainable Communities division

Refuse & recycling \V

Corporate Stage 1 Volume Corporate Stage 2 Volume

@ Previous Year @ Current Year

@ Previous Year @Current Year

233 21

3.9 The volume of stage one has decreased by 433 complaints

3.10 The volume of stage two has decreased by 8 complaints

3.11 The volume of LGO investigations was 3 in 2022

Corporate Stage 1 Upheld %  Corporate Stage 2 Upheld %

@ Previous Year @Current Year @ Previous Year @ Current Year

100% 100%
’ ’ 71%

58% 529,

3.12 52%, or 122 complaints were upheld at stage one.

- - B
0% 0%

3.13 71%, or 15 complaints were upheld at stage two.

Corporate Stage 1 SLA Corporate Stage 2 SLA

ﬁ 90% , ; __ 0%
0% 92% 100% 0% 43% 100%

3.14 92% or 214 stage one complaints were answered in SLA

3.15 43% or 9 stage two complaints were answered in SLA

Garden waste service v

Corporate Stage 1 Volume Corporate Stage 2 Volume

@ Previous Year @Current Year @ Previous Year @Current Year

7
31 5

3.16 The volume of stage one has decreased by 108 complaints

3.17 The volume of stage two has decreased by 2 complaints

3.18 The volume of LGO investigations was 0 in 2022

Corporate Stage 1 Upheld %  Corporate Stage 2 Upheld %

@ Previous Year @Current Year

@ Previous Year @Current Year

86% 60%

100% 100%
61% 61%

- - -
0% 0%

3.19 61%, or 19 complaints were upheld at stage one.

3.20 60%, or 3 complaints were upheld at stage two.

Corporate Stage 1 SLA Corporate Stage 2 SLA

m%% , ] . 90%
0% 7% 100% 0% 40% 100%

3.21 97% or 30 stage one complaints were answered in SLA

3.22 40% or 2 stage two complaints were answered in SLA
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3. Sustainable Communities - Complaint Themes

Highest Volumes for Corporate Stage 1 - Reason for Complaint

@ Total Volume @ Upheld %

60%
200
40%
100
20%
-
Quality of service Delay in service - Staff conduct/behaviour - Delay in decision / Poor communication - no
provided - have not unhappy with time taken  unhappy with conduct of response - unhappy with or limited communication
received a good quality to provide them with staff member time taken to provide
service service requested them with a decision or

response to query
3.23 The graph shows the highest complaint volume by reason for Sustainable Communities, Regeneration & Economic Rec...

The Bars show the Volume of Complaints with the Line showing the Upheld % by Reason for Complaint

Refuse & recycling \V Garden waste service 4
Highest Volumes for Reason for Complaint - Stage 1 Highest Volumes for Reason for Complaint - Stage 1
Quality of service provided - have n... _ 154 Quality of service provided - have n...

28 Delay in service - unhappy with tim...

. 28 Information or service unavailable - ...

Delay in service - unhappy with tim

Staff conduct/behaviour - unhappy

Information or service unavailable - ...

6 Incorrect decision made / service pr...

I 4 Council or Government Policy - doe...
Delay in decision / response - unha I

|

o

100 10 20

(@)

3.24 These charts show the highest volume of reason for complaint for each of the named teams in 2022
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4. Housing - Complaints & LGO Cases

Departmental Complaint Distribution by Complaint Type

@ Corporate Stage 1 @Praise @ Corporate Stage 2 @LGO @ Adults Stage 1

Corporate Stage 1 Volume Corporate Stage 2 Volume LGO Volume
@ Previous Year @ Current Year @ Previous Year @ Current Year @ Previous Year @ Current Year
1000 901 80 25 25

771

20

500 >0

4.1 The volume of stage one has increased by 130 complaints compared to the same period last year

4.2 The volume of stage two has increased by 28 complaints compared to the same period last year

4.3 The volume of LGO has remained at 25 investigations, the same volume as this period last year

Total Complaints by Division

@ Previous Year @ Current Year

525
465 2
400 354
200
31 34 : . 1 ;
IS e —
0

Housing Assessment & Responsive Repairs and  Council Homes, Districts Housing - Estates & Housing, Resident
Solutions Safety & Regeneration Improvements Engagement and
Allocations

4.4 Total volumes of complaints at stage one, two and LGSCO investigations by service team
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4. Summary by Division - Housing

Complaint Volume by Division

@ Previous Year @ Current Year

525
500 465 4472
- 354-
0

31 34 8 13 1 0
S I —
Housing Assessment & Responsive Repairs and Council Homes, Districts & Housing - Estates & Housing, Resident
Solutions Safety Regeneration Improvements Engagement and Allocati...

4.5 The volume of complaints by Division for 2022

Complaint SLA % by Division

@ Previous Year @ Current Year

100%
50% 43% 350, 42% 41%
21% 19% 23%
0%
Responsive Repairs and Housing Assessment & Council Homes, Districts & Housing - Estates & Housing, Resident
Safety Solutions Regeneration Improvements Engagement and Allocati...

4.6 The SLA % of complaints by Division for 2022

Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included

Complaint Upheld % by Division

@ Previous Year @ Current Year

100%
63% 08%
54% 25
9 45% 40% >
50% 36% 0 309,
0%
Housing - Estates & Responsive Repairs and Housing Assessment & Council Homes, Districts & Housing, Resident
Improvements Safety Solutions Regeneration Engagement and Allocati...

4.7 The upheld % of complaints by Division for 2022
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4. Housing Assessment & Solutions - Complaints

Highest Complaint Volumes by Service Team

@ Previous Year @Current Year

100 94 94
65 61
51 46 49 o4 46 42 38
) - - - - B -
O milE e

Housing Mobility & Tenancy & Tenancy &
Housing Register = Caretaking - North  Caretaking - South
Central

Housing Initiatives Housing Allocations Operational Team
(private sector
rented lettings)

Tenancy &

(Income & Lettings) Caretaking - East

4.8 Total volumes of complaints at stage one, stage two & LGO in the Housing Assessment & Solutions division

Housing Mobility & Housing Register VvV

Corporate Stage 1 Volume Corporate Stage 2 Volume

@ Previous Year @ Current Year

@ Previous Year @Current Year

86 S)

4.9 The volume of stage one has decreased by 1 complaint

4.10 The volume of stage two has remained at 5 complaints

4.11 The volume of LGO investigations was 2 in 2022

Corporate Stage 1 Upheld %  Corporate Stage 2 Upheld %

@ Previous Year @Current Year @ Previous Year @ Current Year

100% 100%

60% 60%

49%

50% 4%, 50%
0% ‘ 0%

4.12 49%, or 42 complaints were upheld at stage one.

4.13 60%, or 3 complaints were upheld at stage two.

Corporate Stage 1 SLA Corporate Stage 2 SLA

90%
/

100%

90%
0 -
36% 100% 0%

0% 600/0

4.14 38% or 33 stage one complaints were answered in SLA

4.15 60% or 3 stage two complaints were answered in SLA

Tenancy & Caretaking - North V

Corporate Stage 1 Volume Corporate Stage 2 Volume

@ Previous Year @Current Year

@ Previous Year @Current Year

45 3
53 9

4.16 The volume of stage one has increased by 8 complaints

4.17 The volume of stage two has increased by 6 complaints

4.18 The volume of LGO investigations was 3 in 2022

Corporate Stage 1 Upheld %  Corporate Stage 2 Upheld %

@ Previous Year @Current Year @ Previous Year @Current Year

100% 100%

56%
50% 29% 959, 50% 33%
I " ‘

4.19 25%, or 13 complaints were upheld at stage one.

4.20 56%, or 5 complaints were upheld at stage two.

Corporate Stage 1 SLA Corporate Stage 2 SLA

' ; . 90% ] L 90%
0% 20% 100% 0% . 11% 100%

4.21 25% or 13 stage one complaints were answered in SLA

4.22 11% or 1 stage two complaint was answered in SLA
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4. Housing Assessment & Solutions - Complaint Themes

Highest Volumes for Corporate Stage 1 - Reason for Complaint
@ Total Volume @ Upheld %

50%
100
40%
0
Quality of service Delay in service - Delay in decision / Poor communication - no Incorrect decision made /
provided - have not unhappy with time taken response - unhappy with  or limited communication service provided -
received a good quality to provide them with time taken to provide unhappy with outcome of
service service requested them with a decision or their query and believe it
response to query to be incorrect
4.23 The graph shows the highest complaint volume by reason for Housing at stage one
The Bars show the Volume of Complaints with the Line showing the Upheld % by Reason for Complaint
Housing Mobility & Housing Register vV Tenancy & Caretaking - North vV

Highest Volumes for Reason for Complaint - Stage 1 Highest Volumes for Reason for Complaint - Stage 1

Incorrect decision made / service pr... Quality of service provided - have n...

Quality of service provided - have n... Incorrect decision made / service pr...

Delay in service - unhappy with tim... Poor communication - no or limited ...

Poor communication - no or limited ... Delay in service - unhappy with tim...

Delay in decision / response - unha... Staff conduct/behaviour - unhappy ...

10 20

o

10 20

(@)

4.24 These charts show the highest volume of reason for complaint for each of the named teams in 2022
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Complaint & Enquiry Report

Children, Families & Education
Annual 2022/2023
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5. Children, Families & Education - Complaints & LGO Cases

Departmental Complaint Distribution by Complaint Type

@ Corporate Stage 1 @Praise @ Corporate Stage 2 @LGO @Adults Stage 1 @ Childrens Stag... @Childrens Stag... @ Childrens ...

67 29 8 14

Childrens Stage 1 Volume Childrens Stage 2 Volume LGO Volume
@ Previous Year @ Current Year @ Previous Year @ Current Year @ Previous Year @ Current Year
200 164 50 18 14 14
10
100 10
0 0 0

5.1 The volume of stage one has increased by 34 complaints compared to the same period last year
5.2 The volume of stage two has increased by 4 complaints compared to the same period last year

5.3 The volume of LGO has remained at 14 investigations, the same volume as this period last year

Total Complaints by Division

@ Previous Year @ Current Year
227

200

100

Early Help & Childrens Social Care Education

5.4 Total volumes of complaints at stage one, two and LGSCO investigations by service team
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5. Summary by Division - Children, Families & Education

Complaint Volume by Division

@ Previous Year @ Current Year

200
100 144
“
0

Early Help & Childrens Social Care Education

5.5 The volume of complaints by Division for 2022

Complaint SLA % by Division

@ Previous Year @ Current Year

100%

52%

50%

35% 31%

0%
Early Help & Childrens Social Care Educatlon

5.6 The SLA % of complaints by Division for 2022
Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
Complaint Upheld % by Division

@ Previous Year @ Current Year

100%

55%

50%

35% 34%

0%
Early Help & Childrens Social Care Educatlon

5.7 The upheld % of complaints by Division for 2022
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5. Early Help & Childrens Social Care - Complaints

Highest Complaint Volumes by Service Team

@ Previous Year @Current Year

67
‘0 48
30
O D el s

Social work with Families Assessments - Childrens

Social Work with Children

Fostering Children With Disabilities

Looked After & Carer

Leavers

5.8 Total volumes of complaints at stage one, stage two & LGO in the Early Help & Childrens Social Care division

Social Work with Children Looked After & ...

Childrens Stage 1 Volume Childrens Stage 2 Volume

@ Previous Year @Current Year @ Previous Year @ Current Year

:
19 4

5.9 The volume of stage one has decreased by 4 complaints

5.10 The volume of stage two has remained at 4 complaints

5.11 The volume of LGO investigations was 0 in 2022

Childrens Stage 1 Upheld % Childrens Stage 2 Upheld %

@ Previous Year @Current Year @ Previous Year @ Current Year

100% 100%

430, 53% 50% 50%
50%
0% -

5.12 53%, or 10 complaints were upheld at stage one.

50%

0%

5.13 50%, or 2 complaints were upheld at stage two.

Childrens Stage 1 SLA Childrens Stage 2 SLA

90% 90%
0 - 0 -
11% 100% 0% 0% 100%

0% .

5.14 11% or 2 stage one complaints were answered in SLA

5.15 No complaints at stage two were answered in SLA

Assessments - Childrens \V

Childrens Stage 1 Volume Childrens Stage 2 Volume

@ Previous Year @Current Year

@ Previous Year @Current Year

B  E—
5.16 The volume of stage one has increased by 16 complaints

5.17 The volume of stage two has increased by 2 complaints

5.18 The volume of LGO investigations was 3 in 2022

Childrens Stage 1 Upheld % Childrens Stage 2 Upheld %

@ Previous Year @ Current Year @ Previous Year @Current Year

100% 100%
55%

50% . 36%
0%

5.19 36%, or 13 complaints were upheld at stage one.

50%

0% 0%

0%

5.20 No complaints were upheld at stage two.

Childrens Stage 1 SLA Childrens Stage 2 SLA

90% 90%

0 - 0 -
0% 06% 100% 0% 0% 100%

5.21 56% or 20 stage one complaints were answered in SLA

5.22 No complaints at stage two were answered in SLA
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5. Early Help & Childrens Social Care - Complaint Themes

Highest Volumes for Childrens Stage 1 - Reason for Complaint
@ Total Volume @ Upheld %

60%
40
40%
20
0 20%
Staff conduct/behaviour - Quality of service Incorrect decision made / Poor communication - no Incorrect action or advice
unhappy with conduct of provided - have not service provided - or limited communication - unhappy with the
staff member received a good quality unhappy with outcome of information provided or
service their query and believe it believe action is incorrect
to be incorrect
5.23 The graph shows the highest complaint volume by reason for Children, Families & Education at stage one
The Bars show the Volume of Complaints with the Line showing the Upheld % by Reason for Complaint
Social Work with Children Looked After & C... v | Assessments - Childrens 4

Highest Volumes for Reason for Complaint - Stage 1 Highest Volumes for Reason for Complaint - Stage 1

Quality of service provided - have n... Staff conduct/behaviour - unhappy ..

Delay in service - unhappy with tim...
Quiality of service provided - have n...
Poor communication - no or limited ...
Incorrect decision made / service pr...
Staff conduct/behaviour - unhappy ...

Incorrect action or advice - unhapp...
Delay in decision / response - unha...

Service changed or withdrawn by th. .. Poor communication - no or limited ...

5.24 These charts show the highest volume of reason for complaint for each of the named teams in 2022
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Complaint & Enquiry Report

Assistant Chief Executive Directorate
Annual 2022/2023
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6. Assistant Chief Executive Directorate - Complaints & LGO Cases

Departmental Complaint Distribution by Complaint Type

@ Corporate Stage 1 @Praise @ Corporate Stage 2 @ LGO

22

Corporate Stage 1 Volume Corporate Stage 2 Volume LGO Volume
@ Previous Year @ Current Year @ Previous Year @ Current Year @ Previous Year @ Current Year
100 98 gy ) 2 .

50

6.1 The volume of stage one has decreased by 6 complaints compared to the same period last year

6.2 The volume of stage two has increased by 2 complaints compared to the same period last year

6.3 The volume of LGO has decreased by 3 investigations compared to the same period last year

Total Complaints by Division

@ Previous Year @ Current Year

85
80
67
60
40
24
18
20
O |

Digital and Resident Access Policy, Programmes and Human Resources Public Health
Division Performance

6.4 Total volumes of complaints at stage one, two and LGSCO investigations by service team
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6. Summary by Division - Assistant Chief Executive Directorate

Complaint Volume by Division

@ Previous Year @ Current Year

100 85
67
50
18 24
0
Digital and Resident Access Policy, Programmes and Human Resources Public Health
Division Performance

6.5 The volume of complaints by Division for 2022

Complaint SLA % by Division

@ Previous Year @ Current Year

100%
76% 019, 100%
(0]
58%
50% 33%
0% 0% 0%
0%

(o)

Digital and Resident Access Policy, Programmes and Human Resources Public Health
Division Performance

6.6 The SLA % of complaints by Division for 2022

Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included

Complaint Upheld % by Division

@ Previous Year @ Current Year

100%
66% 61%
0%
Digital and Resident Access Policy, Programmes and Human Resources Public Health
Division Performance

6.7 The upheld % of complaints by Division for 2022
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6. Digital and Resident Access Division - Complaints

Highest Complaint Volumes by Service Team

@ Previous Year @Current Year

20

Contact Centre -
Environmental &
Generic Services

Travel Services

Registrars Service

27
10 16
8 6 6 7 . 8
mmm B B

Contact Centre -
Childrens & Education

Contact Centre - Access Croydon

Council Housing

6.8 Total volumes of complaints at stage one, stage two & LGO in the Digital and Resident Access Division division

Registrars Service v

Corporate Stage 1 Volume Corporate Stage 2 Volume

@ Previous Year @Current Year @ Previous Year @ Current Year

0
7 0
6.9 The volume of stage one has decreased by 20 complaints

6.10 The volume of stage two has remained at 0 complaints

6.11 The volume of LGO investigations was 0 in 2022

Corporate Stage 1 Upheld %  Corporate Stage 2 Upheld %

@ Previous Year @Current Year @ Previous Year @ Current Year

100% 100%

50% 50%

0% 0%

0% 0%

6.12 100%, or 7 complaints were upheld at stage one.

6.13 There were no complaints at stage two

Corporate Stage 1 SLA Corporate Stage 2 SLA

90% 90%

0 - 0 -
0% 36% 100% 0% 0% 100%

6.14 86% or 6 stage one complaints were answered in SLA

6.15 There were no complaints at stage two

Access Croydon V

Corporate Stage 1 Volume Corporate Stage 2 Volume

@ Previous Year @Current Year @ Previous Year @Current Year

7 0
3 0

6.16 The volume of stage one has decreased by 4 complaints

6.17 The volume of stage two has remained at 0 complaints

6.18 The volume of LGO investigations was 0 in 2022

Corporate Stage 1 Upheld %  Corporate Stage 2 Upheld %

@ Previous Year @Current Year @ Previous Year @Current Year

100% 100%

1% EINEA

50% 50%

0% 0%

0% 0%

6.19 100%, or 3 complaints were upheld at stage one.

6.20 There were no complaints at stage two

Corporate Stage 1 SLA Corporate Stage 2 SLA

90% 0 - 90%
100% 0% 0% 100%

0% ]OOO/O

6.21 100% or 3 stage one complaints were answered in SLA

6.22 There were no complaints at stage two
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6. Digital and Resident Access Division - Complaint Themes

Highest Volumes for Corporate Stage 1 - Reason for Complaint
@ Total Volume @ Upheld %

100%
10
8
50%
0
Quality of service Staff Delay in decision / Incorrect action or Information or Poor communication
provided - have not  conduct/behaviour - response - unhappy advice - unhappy service unavailable - - no or limited
received a good unhappy with with time taken to with the information  have been unable to communication
quality service conduct of staff provide them with a  provided or believe access information or
member decision or response  action is incorrect service required
to query
6.23 The graph shows the highest complaint volume by reason for Assistant Chief Executive Directorate at stage one
The Bars show the Volume of Complaints with the Line showing the Upheld % by Reason for Complaint
Registrars Service \ Access Croydon \

Highest Volumes for Reason for Complaint - Stage 1 Highest Volumes for Reason for Complaint - Stage 1

Delay in decision / response - unha...

Breach of Confidentiality - Concern...

Quiality of service provided - have n...
Delay in service - unhappy with tim...

Poor communication - no or limited ...
Incorrect action or advice - unhapp...

Service changed or withdrawn by th...

Staff conduct/behaviour - unhappy ...

(@)
—
()
(@)
—
()

6.24 These charts show the highest volume of reason for complaint for each of the named teams in 2022
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Complaint & Enquiry Report

Adult Social Care & Health
Annual 2022/2023
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/. Adult Social Care & Health - Complaints & LGO Cases

Departmental Complaint Distribution by Complaint Type

@ Corporate Stage 1 @Praise @LGO @ Adults Stage 1 @ Childrens Stage 1

Corporate Stage 1 Volume Adults Stage 1 Volume LGO Volume
@ Previous Year @ Current Year @ Previous Year @ Current Year @ Previous Year @ Current Year
27 2
549 66 26
20 200 20
0 0 0

7.1 The volume of stage one has decreased by 17 complaints compared to the same period last year

7.2 The volume of stage two has remained at 0 complaints, the same volume as this period last year

7.3 The volume of LGO has decreased by 13 investigations compared to the same period last year

Total Complaints by Division

@ Previous Year @ Current Year

254
239
200
100
20 20
15 17 7 10 0 5
_ — ]
0

Adult Social Care Operations Commissioning & Adult Social Care Policy & Gateway & Welfare
Operations Procurement Improvement Services

7.4 Total volumes of complaints at stage one, two and LGSCO investigations by service team
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/. Summary by Division - Adult Social Care & Health

Complaint Volume by Division

@ Previous Year @ Current Year

20 20 15 17 7 10

200 -
0

0 3
| e —
Adult Social Care Operations Commissioning & Adult Social Care Policy & Gateway & Welfare
Operations Procurement Improvement Services

7.5 The volume of complaints by Division for 2022

Complaint SLA % by Division

@ Previous Year @ Current Year

100%

50% } 41%
33% 28% 27% 25%
10%
0% 0%
0%
Adult Social Care Policy & Adult Social Care Commissioning & Operations Gateway & Welfare
Improvement Operations Procurement Services

7.6 The SLA % of complaints by Division for 2022

Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included

Complaint Upheld % by Division

@ Previous Year @ Current Year

100% 809
o
75% 1%
60% 0
o7 51%  51% 479,
50%
0%
Operations Adult Social Care Policy & Adult Social Care Commissioning & Gateway & Welfare
Improvement Operations Procurement Services

7.7 The upheld % of complaints by Division for 2022
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/. Adult Social Care Operations - Complaints

Highest Complaint Volumes by Service Team

@ Previous Year @Current Year

60
50
36
57 32
; el i s

Assessments Disability

team

Hospital discharge

Reviews (Assessment
& Care Management)

Disability North Disability Central

7.8 Total volumes of complaints at stage one, stage two & LGO in the Adult Social Care Operations division

Reviews (Assessment & Care Management) v

Adults Stage 1 Volume

@ Previous Year @ Current Year

55
8

7.9 The volume of stage one has decreased by 47 complaints

7.10 The volume of LGO investigations was 0 in 2022

Adults Stage 1 Upheld %

@ Previous Year @ Current Year

100%

51%

50%

0%

711 25%, or 2 complaints were upheld at stage one.

Adults Stage 1 SLA

90%

0 -

0%.

7.12 13% or 1 stage one complaint was answered in SLA

Assessments VvV

Adults Stage 1 Volume

@ Previous Year @ Current Year

|

7.13 The volume of stage one has decreased by 16 complaints

7.14 The volume of LGO investigations was 1 in 2022

Adults Stage 1 Upheld %
@ Previous Year @ Current Year

100%

43% 45%

50%

0%

7.15 45%, or 15 complaints were upheld at stage one.

Adults Stage 1 SLA

90%
0 —
0% ' 24% 100%

7.16 24% or 8 stage one complaints were answered in SLA

Annual Complaints Report - 2022/2023

Data Last Refreshed: 17/05/2023 05:18:00

CROYDON

www.croydon.gov.uk



/. Adult Social Care Operations - Complaint Themes

Highest Volumes for Adults Stage 1 - Reason for Complaint
@ Total Volume @ Upheld %

80%
100 60%
40%
Quality of service Delay in service - Incorrect decision made / Incorrect action or advice Staff conduct/behaviour -
provided - have not unhappy with time taken service provided - - unhappy with the unhappy with conduct of
received a good quality to provide them with unhappy with outcome of information provided or staff member
service service requested their query and believe it believe action is incorrect
to be incorrect
7.17 The graph shows the highest complaint volume by reason for Adult Social Care & Health at stage one
The Bars show the Volume of Complaints with the Line showing the Upheld % by Reason for Complaint
Reviews (Assessment & Care Management) | Assessments N\

Highest Volumes for Reason for Complaint - Stage 1 Highest Volumes for Reason for Complaint - Stage 1
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7.18 These charts show the highest volume of reason for complaint for each of the named teams in 2022
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