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Name of meeting:  Corporate Governance and Audit Committee  

Date: 02 Dec 2022  

Title of report: Corporate Customer Standards Annual Report 2021-22 

Purpose of report:  

To provide an update of Corporate Customer Standards to Corporate Governance 

and Audit Committee on complaint handling for the year 2021-22.  

To highlight the number of Local Government Ombudsman complaints received, and 

the cases where the Local Government Ombudsman found the council to be in error. 

The report also sets out information about “Whistleblowing” reports received and 

actions taken.    

The report also discusses the impact of the pandemic on complaints handling and 

the type of complaints received.  

The report incorporates an update about Childrens Service, and Housing Services 

Complaint Handling for the year (as appendices).   

Finally, the report provides a brief update on plans to share good practice, learning 

and restorative practices across services.    

For Corporate Governance and Audit Committee to consider the content of the 

report, and to advise if they have any comment on the work plans moving forward.   
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Key Decision - Is it likely to result in 

spending or saving £250k or more, or to 

have a significant effect on two or more 

electoral wards?  

No  

 

. 

Key Decision - Is it in the Council’s 

Forward Plan (key decisions and private 

reports?)  

No 

The Decision - Is it eligible for call in by 

Scrutiny? 

 

 

Yes 

Date signed off by Strategic Director & 

name 

 

Is it also signed off by the Service 

Director for Finance IT and 

Transactional Services? 

 

Is it also signed off by the Service 

Director for Legal Governance and 

Commissioning Support? 

Julie Muscroft 23/11/22 

 

 

Not applicable 

 

 

 

Julie Muscroft 23/11/22 

Cabinet member portfolio Paul Davies 

 

Electoral wards affected:  all 

 

Ward councillors consulted: none 

 

Public or private:   Public 

 

 

 

 

 

https://democracy.kirklees.gov.uk/mgListPlans.aspx?RPId=139&RD=0
https://democracy.kirklees.gov.uk/mgListPlans.aspx?RPId=139&RD=0
https://democracy.kirklees.gov.uk/mgListPlans.aspx?RPId=139&RD=0
https://democracy.kirklees.gov.uk/mgCommitteeDetails.aspx?ID=139
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1: Purpose of Report 

The Local Government Ombudsman (LGO) publishes its annual report at the end of 

July each year, and so the report for Corporate Governance and Audit Committee 

follows this schedule and addresses third stage complaint received during the year 

2021/22, and those which were considered by the LGO during that year. The report 

also addresses “Whistleblowing” matters which have been notified though the 

corporate process. The report also contains as appendices reports on Children’s 

Services, and Housing Services complaints, which are handled through slightly 

different processes 

The issues around the pandemic led to a disruption to this standard reporting 

schedule, and it is intended the reporting process will return to its pre-pandemic 

arrangements.   

2: The Ombudsman - complaints volumes, cases upheld and local comparative 

information 

The ultimate sanction the Ombudsman may apply is to issue a formal report against 

a council.  

There were no formal reports issued against Kirklees Council in 2021-22. The last 

formal report against Kirklees Council was published in October 2018.   

The Local Government Ombudsman publishes details of every complaint decision 

six weeks after they are formally made (with rare exceptional cases). This enables 

us to compare performance against other West Yorkshire Councils.  

For the period 01/04/2021 – 33/03/2022, the Ombudsman considered the following 

number of cases  

Council  Total 
enquiries 
received  

Complaints 
formally 
investigated 

Numbers 
Upheld (% of 
complaints 
formally 
investigated) 

Numbers 
satisfactorily 
remedied prior 
to LGO 
involvement 

Kirklees 123 (20%) 43 (25%) 20 (47%) 6 (30%) 

Calderdale 72 17 11 (65%) 1 (9%) 

Bradford 136 46 30 (65%) 4 (13%) 

Leeds 190 41 26 (63%) 2 (8%) 

Wakefield 84 23 13 (57%) 1 (8%) 

Totals (West 
Yorks) 

605 170 100 14 

 

Kirklees’ resident numbers are just under 20% of the West Yorkshire total. The 

Ombudsman received 123 Kirklees complaints/enquiries from 605 West Yorkshire 

approaches. This equals 20.3%, and so is around the number we might anticipate.  

More Kirklees cases than might be anticipated progressed for formal Ombudsman 

investigation, but the numbers upheld were again broadly in line with what we might 

anticipate per population in West Yorkshire. It is useful to note the complaints 



4 
 

process appears robust given only 47% of the Kirklees cases formally investigated 

were upheld (the average for all Metropolitan is 68%).  

Another measure of the value of the complaints process comes with the number of 

cases where the recommended remedy is deemed appropriate by the Ombudsman. 

This figure for Kirklees is at 30%, almost 3 times better than the average for 

Metropolitan councils at 11%. 

While councils must never be complacent about its complaint performance (and 

overall numbers are very low meaning a few cases can slew the percentage 

outcomes), the figures do indicate a reasonable confidence that the complaints 

process in Kirklees does robustly consider complaint matters and correctly identify 

issues arising.  

This report has not sought to compare historic data – it should be noted that in 2020-

21, the Ombudsman closed for new enquiries for approximately 3 months, and the 

period 2021-2 featured “catch up” from the Ombudsman, complaints which were 

exclusively created by the pandemic, and pent-up demand from residents 

dissatisfied by delay in service caused through pandemic pressures. There would 

seem little value in trying to compare historic data in such circumstances.    

Appendix 1 shows a summary of the 20 upheld cases. They are also available to be 

viewed at:  https://www.lgo.org.uk/your-councils-performance/kirklees-metropolitan-

borough-council/statistics 

3: Third Stage Complaint Investigations  

Appendix 2 shows a brief summary of the council’s complaints process.  

In total 1045 cases passed through the Corporate Customer Standards Section in 

2021-22. This compares to 857 cases in 2020-21 (and similar in 2019-20). 2022-23 

figures indicate that perhaps the customer standards section will receive 10% fewer 

contacts this year.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://www.lgo.org.uk/your-councils-performance/kirklees-metropolitan-borough-council/statistics
https://www.lgo.org.uk/your-councils-performance/kirklees-metropolitan-borough-council/statistics
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Third Stage Complaints - investigated internally 
 

Service 2016-17 2017-18 2018-19 2019-20 2020-21 2021-22 

Adults 1 4 2 4 1 1 

Benefits,  
C Tax & NNDR 

16 14 6 7 6 8 

Corporate and 
others 

15 10 6 12 7 

16 
(includes 

10 
business 

grant) 

Children’s and 
Education 

5 5 11 7 2 2 

Environment & 
Public 

Protection 
16 29 31 19 19 17 

Highways and 
Transport 

11 3 8 7 7 12 

Housing 
(including 

KNH) 
2 2 4 2 4 5 

Planning 19 15 20 13 26 22 

Total 85 82 88 71 72 83 

% Upheld and 
Part Upheld 

21% 20.7% 22.7% 21.1% 18% 16.9% 

 

The Waste Service has set up a dedicated team were set up to specifically respond 

to resident complaints about missed bin collections.  

The waste collection service is now far more responsive, particularly where repeat 

issues are identified (often through poorly parked vehicles having an impact upon 

access for the bin collection vehicles). This allows issues to be picked up more 

quickly.   

In recent years the customer standards section has been more often asked to input 

into the complaints process at an earlier stage, to give advice on complaints 

handling. Care needs to be taken to ensure a full independent third stage review of 

the case can also be performed, and the ethos of working with, rather than taking on 

the complaint for the service needs to be adopted.  

More work will need to be undertaken to clarify expectation for services, outlining the 

“offer” the customer standards section can reasonably provide to services. This will 

be considered once the new assistant manager is in post.     
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4:  Childrens Services and Housing Services  

Complaints involving children are considered under a separate statutory complaints 

process, which is set out in government statutory guidance. This is provided in 

Appendix 3. It can be noted that the Complaints Unit have successfully concluded a 

large proportion (79%) of complaints through local resolution (135 of 171 complaints 

received). Residents who remain dissatisfied once matters have been considered 

through the statutory process will progress to the Local Government Ombudsman for 

independent review. The outcomes are recorded in the Ombudsman section.  

Similarly, complaints about Housing Services (HRA) are dealt with under a separate 

process involving the Housing Ombudsman and their Complaint Handling Code 

(CHC). (Appendix 4). 

720 complaints were received, of which 60% were resolved at the initial stage, 280 

progressed to the formal stage (only) with 7 going forward to the Housing 

Ombudsman.  Almost two thirds of all complaints related to property issues (such as 

repairs taking too long), 9% related to asset condition (mainly damp), and 18% to 

housing management issues, many of which were related to antisocial behaviour 

(ASB). 5 of the 7 Ombudsman cases related to ASB case handling.  

5: The impact of covid on complaint handling 

2021-2 was still affected by the pandemic and the immediate aftermath after the 

resumption in activity following periods of lockdown, and the change both in the way 

the council conducted its activities, and in resident behaviour.  

Services have reported that some complaints have become more important for the 

resident – perhaps reflecting that many people spent more time at home, and where 

local issues (repairs, fly-tipping, waste collection etc.) have held more significance to 

them.  

There were complaints where, for example, council officers may have undertaken 

fewer standard site visits than previously, and areas of work where delays on 

standard service delivery have increased.  

In planning, for example, there were some concerns raised about the level of 

scrutiny and checking of planning applications. Officers were still able to robustly 

check applications and consider the impact of the proposals upon their surroundings 

(and there is no indication the Ombudsman found increased levels of fault), but 

perhaps the less visible way it was undertaken, and the difficulty and unfamiliarity of 

speaking at on-line meetings created public concern, about the robustness of the 

process.  

Complaints about delay, where covid has been a factor (perhaps through staff 

absence, staff unable to inspect issues on site, and where schemes were 

rescheduled etc.) had also increased.  

There have been fewer complaints received about direct covid activity (such as 

pedestrian access changes, town centre support etc.).   
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One significant new area of complaint related to the business grant scheme, which 

was administered by local councils. One local business owner presented 14 

separate complaints to the Local Government Ombudsman in relation to different 

business grant claims at the same premises, which had been rejected for payment.  

The local government ombudsman has published a specific report on its experience 

of complaints handing in covid times. https://www.lgo.org.uk/information-

centre/news/2022/feb/ombudsman-s-covid-report-highlights-how-councils-and-care-

providers-coped  

6: Introducing restorative practice in complaints handling.  

Unfortunately, with the pressure on workloads, it has meant progress on sharing 

learning and restorative practice has been slower than hoped. Recruiting to an 

assistant manager post within the section (ongoing) will considerably increase 

flexibility and capacity.  

The sections workload has increased substantially in the past 15 years. One impact 

has been the available time to discuss complaint matters with residents, and periods 

of workload build up has a direct impact upon resident satisfaction on complaint 

handling. The Ombudsman statistics suggest we often generally reach the right 

conclusions, but residents remain dissatisfied with the outcome, and the way they 

express their dissatisfaction leads to more Ombudsman investigations taking place 

(although no greater numbers of error are actually found).     

When the team has additional capacity, we intend to spend more time speaking 

directly with complainants to better understand their concerns, the impact the 

situation has had, and better explain the constraints on service provision and the 

legislative boundaries that apply in many areas. This may increase the level of 

challenge and the officer will need to be much better prepared to have an “instant” 

conversation about a very wide range of service matters. It may therefore be that the 

role of the Corporate Customer Standards officer is to facilitate a discussion between 

resident and service to ensure a greater understanding of the issues are shared.  

A more restorative approach would need to be adopted sooner in the complaints 

process with more time spent understanding the situation and discussing the 

complaint with the resident at an earlier point. Many services do some excellent 

work, working with people to assist them, but this process needs to be consistent 

and integral to service delivery and complaints resolution, with an understanding 

about expectations of the resident, and council officers being clear what is realistic. A 

part of this is considering the wording of the existing complaints process and the 

guidance provided to residents.   

7: Whistleblowing  

The Head of Risk and the Corporate Customer Standards Officer co-ordinate 
investigations for those cases directly reported to the Whistleblowing telephone line 
and email address. Other investigations may take place through issues reported to 
the HR section, direct to Internal Audit, the external auditor or to the Chief 
Executive’s Office.   
 

https://www.lgo.org.uk/information-centre/news/2022/feb/ombudsman-s-covid-report-highlights-how-councils-and-care-providers-coped
https://www.lgo.org.uk/information-centre/news/2022/feb/ombudsman-s-covid-report-highlights-how-councils-and-care-providers-coped
https://www.lgo.org.uk/information-centre/news/2022/feb/ombudsman-s-covid-report-highlights-how-councils-and-care-providers-coped
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It is worth noting that many of the cases received fall outside of the technical 
definition of a Whistleblowing complaint (the legislation seeks to protect internal staff 
if they “whistle-blow”) and many concerns arrive from members of the public.   
  

Services are reminded that employee whistle-blowers are legally protected from 
persecution and that they should play their part to ensure that reviews are impartial 
and that concerns are reasonably considered.  
 

Whistleblowing issues may be referred to the Corporate Governance and Audit 
Committee or to Scrutiny for their consideration. Those investigated by Internal Audit 
are reported as a part of other reporting mechanisms to Corporate Governance and 
Audit Committee. 
 

Whistleblowing contact details when provided always remain confidential on request 
although whistle-blowers are always advised if in specific certain circumstances, they 
are likely to be identified, or if they are an employee, they may have a legal 
responsibility to be open (with the statutory protection). 
 

During the year 2021-22 16 Whistleblowing referrals were received via either the 
Whistleblowing e-mail address (www.whistleblowing@kirklees.gov.uk) or telephone 
(01484 225030).  This was in line with the usual numbers received. The 
whistleblowing reports received and how they were dealt with can be found in 
Appendix 5. 
 

8. Implications for the Council 
 

8.1 Working with People – It’s important that consumer satisfaction is monitored and 
understood; the complaints process is a part of this. 
 

8.2  Working with Partners – None directly; issues arising with partners would be 
resolved by them; Council /partner relationship issues are resolved outside of this 
process. 
 

8.3  Place Based Working – None directly. 
 

8.4  Improving outcomes for children– as addressed in the report/as 8.1. 
 

8.5  Climate change and air quality- None directly. 
 

8.6  Impact on the finances of local residents- None directly. 
 

8.7  Other (e.g., Legal/Financial or Human Resources)- Understanding where and 
how complaints arise is an important part of delivering better services. This often 
involves the service directly complained about, and support services. 

 
9.      Consultees and their opinions 

 
Executive Team have been consulted on this report. Heads of service / directors are 
involved in complaints about their service area. 
 

 

http://www.whistleblowing@kirklees.gov.uk
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10.        Next steps and timelines 
 

10.1 To consider if any additional information is sought.  
 

11. Officer recommendations and reasons 
 

11.1      Members are asked to note the report  
 
12. Cabinet portfolio holder’s recommendations 
           Not applicable 

 
Contact officer  
           Chris Read (01484 221000) 

 
Background Papers and History of Decisions 
 Ombudsman’s reports are available online 

 
Service Director responsible   
           Julie Muscroft (01484 221000) 
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Appendix 1: Detail of Cases Upheld by the Ombudsman 2021 - 2022    

(For impartiality purposes, the wording within the case summaries are provided by 

the Local Government Ombudsman). 

 Kirklees Metropolitan Borough Council (21 001 819) 

Statement Upheld Charging 27-Mar-2022 

Summary: Mr X complained the Council reduced his direct payments following 
a review it carried out in 2018 without giving proper reasons for doing so. Mr X 
said this caused him distress and negatively affected his standard of living. 
Based on the evidence there was no fault in the Council's initial decision to 
reduce Mr X's care package. There was fault in the Council's delay carrying 
out Mr X's 2019 needs review however; this did not cause Mr X a significant 
injustice. 

 Kirklees Metropolitan Borough Council (21 004 717) 

Statement Upheld COVID-19 02-Mar-2022 

Summary: Mrs X complained the Council wrongly refused COVID-19 business 
grants, causing financial hardship. There was fault in the way the Council 
considered whether the business was a restaurant or takeaway. It also failed 
to consider whether the fact the business operated from a food court meant it 
was eligible for a Restart grant even if the business was deemed to be a 
takeaway. It should apologise, pay Mrs X £300 for the uncertainty and 
additional time and trouble she was put to, and reconsider her Restart grant 
application. 

 Kirklees Metropolitan Borough Council (20 011 740) 

Statement Upheld Noise 07-Feb-2022 

https://www.lgo.org.uk/decisions/adult-care-services/charging/21-001-819
https://www.lgo.org.uk/decisions/benefits-and-tax/covid-19/21-004-717
https://www.lgo.org.uk/decisions/environment-and-regulation/noise/20-011-740
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Summary: Mr X complained the Council failed to properly investigate and take 
action regarding a noise nuisance caused by a nearby sports facility. We have 
found the Council to be at fault but dealt with this appropriately by installing 
double glazing, apologising and making an offer of payment to Mr X. This is a 
suitable remedy for the injustice suffered. We therefore propose completing 
this investigation. 

 Kirklees Metropolitan Borough Council (21 007 142) 

Statement Upheld COVID-19 12-Jan-2022 

Summary: Mr X complained the Council delayed paying him a COVID-19 
business grant and wrongly refused other COVID-19 business grants, which 
added to the financial difficulties the business suffered as a result of the 
pandemic. The Council was at fault for a delay in reconsidering one of the 
grants after Mr X appealed and for not addressing the additional information 
Mr X provided at that stage. This caused Mr X injustice, for which the Council 
should apologise. 

 Kirklees Metropolitan Borough Council (20 010 768) 

Statement Upheld COVID-19 12-Jan-2022 

Summary: Mr X complained the Council wrongly refused a COVID-19 
business grant, which added to the financial difficulties his business suffered 
during the pandemic. The Council was at fault for taking too long to make its 
decision and did not fully explain its reasons, causing injustice to Mr X for 
which it should apologise. 

 Kirklees Metropolitan Borough Council (21 001 349) 

Statement Upheld COVID-19 10-Jan-2022 

Summary: Mr X complained about the Council's refusal of COVID-19 business 
grants. The Council was at fault for not giving adequate reasons for refusing a 
discretionary grant in April 2021, for which it should apologise. There was no 
fault with its decision making in relation to the other grant applications Mr X 
made. 

https://www.lgo.org.uk/decisions/benefits-and-tax/covid-19/21-007-142
https://www.lgo.org.uk/decisions/benefits-and-tax/covid-19/20-010-768
https://www.lgo.org.uk/decisions/benefits-and-tax/covid-19/21-001-349
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 Kirklees Metropolitan Borough Council (21 012 329) 

Statement Upheld COVID-19 22-Dec-2021 

Summary: We will not investigate this complaint about the Council asking Mrs 
X to repay a business grant. The Council has done enough to remedy any 
injustice caused by fault on its part. Personal injury and defamation are more 
appropriately for the courts. 

 Kirklees Metropolitan Borough Council (21 010 143) 

Statement Upheld Residential care 08-Dec-2021 

Summary: We will not investigate Mrs B's complaint about the way she was 
treated by her Care Provider. This is because we are satisfied with the 
remedy provided. 

 Kirklees Metropolitan Borough Council (20 014 449) 

Statement Upheld Enforcement 29-Nov-2021 

Summary: Mr X complained the Council failed to properly investigate his 
complaints of breaches of planning enforcement. There was no fault in the 
enforcement process. However, the Council was at fault when it failed to keep 
Mr X updated about his complaints. 

 Kirklees Metropolitan Borough Council (21 007 130) 

Statement Upheld COVID-19 10-Nov-2021 

Summary: Mr X complained the Council wrongly refused a COVID-19 
business grant. The Council was at fault for not responding to an application 
for Small Business Rates Relief in April 2020, for which it will apologise. There 
was no fault in the way it considered the grant applications. 

 Kirklees Metropolitan Borough Council (20 010 797) 

Statement Upheld COVID-19 09-Nov-2021 

https://www.lgo.org.uk/decisions/benefits-and-tax/covid-19/21-012-329
https://www.lgo.org.uk/decisions/adult-care-services/residential-care/21-010-143
https://www.lgo.org.uk/decisions/planning/enforcement/20-014-449
https://www.lgo.org.uk/decisions/benefits-and-tax/covid-19/21-007-130
https://www.lgo.org.uk/decisions/benefits-and-tax/covid-19/20-010-797
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Summary: The Council was at fault for not communicating properly with Mr X, 
for which it should apologise. I have not found fault with the way the Council 
considered whether the business was eligible for Small Business Rates 
Relief, which meant Mr X's business was not eligible for the COVID-19 Small 
Business Grant. 

 Kirklees Metropolitan Borough Council (21 005 768) 

Statement Upheld Disabled children 10-Aug-2021 

Summary: The Council is at fault for delaying considering a complaint at stage 
one of the children's statutory complaints procedure. The Council has agreed 
to complete its stage one investigation without further delay and will offer to 
make a payment to the complainant to remedy the time and trouble its delay 
has caused her. 

 Kirklees Metropolitan Borough Council (21 003 913) 

Statement Upheld COVID-19 04-Aug-2021 

Summary: We will not investigate this complaint about COVID-19-related 
grants. 

 Kirklees Metropolitan Borough Council (20 013 525) 

Statement Upheld Refuse and recycling 28-Jul-2021 

Summary: Mrs N has made a complaint about the Council failing to stop 
household waste being left outside her property. She says the Council 
delayed in providing a solution and failed to respond to her. The Ombudsman 
has identified failings by the Council, including delivering on promises made, 
maintaining contact with Mrs N and following its own complaints process. This 
caused Mrs N an injustice and so we have recommended a number of 
remedies. 

 Kirklees Metropolitan Borough Council (20 007 360) 

Statement Upheld Other 01-Jul-2021 

https://www.lgo.org.uk/decisions/children-s-care-services/disabled-children/21-005-768
https://www.lgo.org.uk/decisions/benefits-and-tax/covid-19/21-003-913
https://www.lgo.org.uk/decisions/environment-and-regulation/refuse-and-recycling/20-013-525
https://www.lgo.org.uk/decisions/children-s-care-services/other/20-007-360
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Summary: We find fault with the Council for delays carrying out an 
assessment for Mrs C. There were also delays handling her complaint. Mrs C 
missed out on support and experienced distress, time and trouble pursuing 
her complaint. The Council agrees actions to remedy the injustice. 

 Kirklees Metropolitan Borough Council (20 006 638) 

Statement Upheld Refuse and recycling 28-Jun-2021 

Summary: Mr B complained about the Council's failure to take enforcement 
action against his neighbour who was leaving bins and bin bags out on Mr B's 
land and for poor communication about the issue. We found fault with the time 
it has taken the Council to acknowledge it does have a power it can use 
where a nuisance is being caused. But we do not find fault with its decision 
not to take action against the bins. The Council has agreed to pay Mr B £100 
for his time and trouble and to carry out a period of monitoring of the bin bags. 

 Kirklees Metropolitan Borough Council (20 005 598) 

Statement Upheld Safeguarding 08-Jun-2021 

Summary: We found fault on the part of a domiciliary care provider regarding 
its decision to suspend the care package of a vulnerable woman with complex 
needs due to the COVID-19 pandemic. We also found fault by the Clinical 
Commissioning Group (CCG) for the advice it provided to the care provider 
and family. The care provider and CCG will apologise to the family and pay 
them a financial sum in recognition of the impact of this fault on them. We also 
found fault with the Council's handling of the initial safeguarding enquiries but 
are satisfied it has acted to put matters right. 

 Kirklees Metropolitan Borough Council (20 013 122) 

Statement Upheld Other 21-May-2021 

Summary: We will not investigate this complains about unsolicited emails sent 
by the Council to the complainant. This is because the Council remedied any 
injustice during its complaint procedure, and it is therefore unlikely we could 
add to their investigation. If he feels the Council has mishandled his data, he 
can raise his complaint with the Information Commissioner. 

https://www.lgo.org.uk/decisions/environment-and-regulation/refuse-and-recycling/20-006-638
https://www.lgo.org.uk/decisions/adult-care-services/safeguarding/20-005-598
https://www.lgo.org.uk/decisions/other-categories/other/20-013-122
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 Kirklees Metropolitan Borough Council (20 005 961) 

Statement Upheld Planning applications 18-May-2021 

Summary: Mr E complains the Council failed to ensure the development he 
lived in complied with its planning conditions. He also says the Council did not 
take enough action against the developer, caused delays, and failed to keep 
him informed about its enforcement progress. As a result, Mr E says he 
experienced distress and loss of trust in the Council's ability to address his 
concerns. The Council was at fault for its failure to start its enforcement 
process in late 2018 and the delay this caused. It was not at fault for its 
handling of the enforcement process, nor how it communicated with Mr E from 
January 2020. The Council has agreed to apologise to Mr E and pay an 
acknowledgement for the distress and time and trouble it caused him. 

 Kirklees Metropolitan Borough Council (20 005 593) 

Statement Upheld COVID-19 05-May-2021 

Summary: Mr X complains the Council refused him business rates relief and a 
business grant, resulting in distress, time and trouble. We find no fault in the 
Council's decision making but find its poor communication with Mr X amounts 
to fault. We recommend the Council provides an apology and payment. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.lgo.org.uk/decisions/planning/planning-applications/20-005-961
https://www.lgo.org.uk/decisions/benefits-and-tax/covid-19/20-005-593


16 
 

 

 

 

Appendix 2: The Council’s Complaints Procedure 

The council’s complaint process for 2022-23 has three internal stages. 
 
First stage – the complainant initially contacts the council to express dissatisfaction 
about the service they have received. Many of these complaints are resolved by front 
line staff immediately, as errors are spotted corrected and an apology offered, or an 
explanation is given to explain the situation to justify why the situation is accurate. 
 
Second stage – this is where the complainant remains dissatisfied, and the 
complaint is referred to a senior manager within the appropriate service to consider. 
 
Third stage – the Corporate Customer Standards Officer will review the actions 
taken by the service on behalf of the Council and Chief Executive and consider 
whether anything further can be done to resolve the complaint. The Local 
Government Ombudsman requires the council to give the complaint a final review 
before they may become involved with it. 
 
Some complaints do not progress through the council’s standard complaints 
procedure; these are usually complaints where a formal review process applies such 
as complaints relating to Childrens and Adults Services and Housing Benefit 
assessment complaints. The Ombudsman will consider some complaints before third 
stage review if they are considered urgent (for example school admission appeals). 
 
Complaint stages are sometimes merged depending on the type of complaint 
received to ensure matters are dealt with effectively and to ensure the complainant 
can progress to the Ombudsman as quickly as possible if the issue appears 
unresolvable.   
 
There has been some discussion about whether the council might move to a 2 stage 

complaints process.  

A complaint is a “statement of dissatisfaction however made” so currently any initial 

contact of dissatisfaction is described as a complaint (stage 1). Many of these 

contacts are resolved and clarified immediately. Some councils do not describe 

these initial contacts as stage 1 complaints.  

Stage 2 currently is the main service investigation. Individual services have the 

responsibility to monitor trends, learning and collect statistics for this stage.  

Some service functions have a formal “appeals” process to consider what are in 

effect “complaints”.  

The Corporate Customer Standards function has never held the capacity to collect 

such second stage data, and if this is required, some thought would need to be put 
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into how such data was collected across services in a way that was consistent and 

meaningful, and who might collect it.   

 
 
 
Appendix 3: Summary of results from Childrens Service 2021-2 
 
There was a total of 330 initial contacts received by the Compliments and Complaints 

Unit for Childrens Services, between April 2021 and March 2022. See table below 

showing the breakdown of figures into the different types of contacts and complaints 

recorded. 

 

 

 

Complaints 

Out of the total contacts received, 171 were recorded as a complaint, averaging at 14 

being made every month.  It is positive to note that out of the 171 complaints recorded, 

135 of these were resolved early by the service using Local Resolution: 79% of all 

complaints received.  

Local Resolution is a restorative approach that encourages the Responding Managers 

to intervene early, have open and honest communication, even if challenging and 

resolve with a positive outcome. It also allows the service to resolve matters as swiftly 

as possible, preventing any drift and delay of cases.   

Complaints from young people make up a total of 14 from the overall 171 complaints 

recorded over the last year, roughly 12%. The complaints from the young people are 

usually made via Childrens Rights Team so they have an advocate to offer support 

when complaining and ensuring their views are heard and considered 

Compliments 

33% of the contacts categorised as “resolved by other means” were compliments. 

TYPE OF CONTACT 2021 - 
2022 

Compliments 40 

Resolved by Other Means (Enquiries, 
Referrals, NFA) 

119 

Total compliments & ROM 159 

Local Resolution 135 

Stage 1 15 

Stage 2 1 

Stage 3 0 

Corporate 19 

LGO 1 

Total complaints 171 

 Total contacts        330 
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Compliments are received from; Young people, family members, colleagues from 

other services/areas and professionals. Examples of such compliments demonstrate 

appreciation of the efforts of their social worker, how all involved felt at ease, 

comfortable and respected during conversations, that suggestions were thoughtful 

and communication strong and about success in forming positive working relationships 

with families, despite often difficult situations  

Feedback forms are being developed that will assist with the capturing of compliments 
to ensure that all the good work which takes place is captured and recorded. 
 
Ongoing and Future Work: 

The complaints unit have been working hard to develop relationships between the unit 

and relevant teams, through attending Team Meetings and delivering inductions and 

training. 

The unit has also delivered complaint’s briefing to one of the Local MPs and relevant 

councillors. 

The team developed appropriate IT systems, including a new complaints database 
which has been launched with an external provider. It is a more effective system for 
maintaining accurate records, it has quicker reporting functions and has been created 
to ensure the team can pull more specific performance analysis from each case, for 
example it can search and report by, service area, issue, ethnicity, and if learning was 
received. 
 
The unit is in the process of developing feedback forms to be provided to complainants 

at the conclusion of the process to allow feedback to be given in terms of the 

effectiveness of the procedures.  It is planned for these to be launched in 2023. 

The unit shares weekly reports to Senior Managers outlining outstanding and 
ongoing complaint responses. 
 
Monthly reports are completed and distributed for all Stage 2 and 3* complaints to 
ensure managers are aware of the investigations that are ongoing. This report includes 
details on where the complaint response is and who is doing what – this helps to 
ensure complaints are completed within timescales  
 
The team attends quarterly meetings with the Regional Complaints Managers 
Group, to share best practice, review new policies, consider, and discuss complex 
cases, and keep up to date with any new information from Local Government 
Ombudsman.   
 
Restorative Practice has been successful, in terms of encouraging the service to 
have early conversations and interactions with Complainants to assure them that 
they have been listened to and their concerns taken seriously.  This can be seen 
through the low ratio of Stage 2’s to the number of complaints received.  The 
Complaints Managers play a key part in this process. 
 
There is an identified area of practice improvement regarding the quality of 
responses and the identification of learning form Complaints raised. 
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Guidance document have been developed for staff and Stage 2 investigating 
officers on sharing evidence to support the findings. 
 
The Complaints Managers have played an active part in the feedback to staff on 
the findings/learning and good practice identified at Stage 2 complaints. 
 
The Complaints Manager meet regular with the Childrens Rights Team to ensure 
the voice of the child is clearly heard, responded to, and understood through the 
complaint’s procedure. 
 
The team has successfully attained a qualification in Public Services Complaints 
Management Award by attending an online short course presented by Queen 
Margaret University.    
 
The Team is further developing: Vexatious Complaints Procedure; Evidence 
based Investigation 
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 Appendix 4 

Housing: Homes and Neighbourhoods – Summary Report 

April 2021 – March 2022 
 

Background 
 
The Homes and Neighbourhoods Service (HN) is responsible for the management 
and maintenance of around 22,000 council owned homes. Improving the approach to 
complaints handling is a priority action in the HN Satisfaction of Tenants and 
Residents (STAR) Survey Improvement Framework which sets out the council’s 
commitment to achieving continuous improvements over the next 3 years. 
 
The development of a robust complaints handling strategy supports HNs 
vision ‘Striving to be an excellent landlord by putting tenants and communities first’ 
and the practical application of the HN Service Excellence principles launched in 
2021. 
 
The Housing Ombudsman Complaint Handling Code (CHC) was introduced in July 
2020, and was updated in April 2022, as part of the Government’s response to improve 
the standards that every social tenant in England is entitled to expect from their 
landlord and an integral part of the Charter for Social Housing Residents White 
Paper.  Further details can be found here:  
 
ComplaintHandling Code - Housing Ombudsman (housing-ombudsman.org.uk)   
 
All social housing landlords are expected to be complaint with the CHC by 1 October 
2022.  
 
Assessment of HNs complaints policy and procedure began in December 
2020 with a mandatory self-assessment. In Summer 2021 a more in-depth  
assessment was completed.  This assessment identified that the HN is working  
towards addressing the requirements of the CHC and identified some areas for  
further improvement to ensure HN have a customer focussed, effective and fair  
complaints process in place. In response an Improvement Plan has been  
developed to drive implementation of the new complaints strategy and to provide  
assurance of how and when all requirements of the CHC will be addressed to ensure  
the council is compliant. 
 
Performance Headlines 

 

https://www.housing-ombudsman.org.uk/landlords-info/complaint-handling-code/


21 
 

Between April 2021-March 2022, HN recorded 720 complaint cases.  Of these, 433 
were resolved at the informal stage and 7 recorded as progressing to the Housing 
Ombudsman. A summary of the complaints received by service and subject matter is 
set out below: 
 

 64% of all complaints related to Property Services (Operations which is the largest 
service area in HN). The top reasons for a complaint included further repair works 
needed, unsatisfactory quality and appointments not kept. 

 18% of all complaints were allocated to Housing Management with the top reasons 
being empty homes standard and anti-social behaviour (ASB). 

 9% to Assets, of which 79% related to damp. 

 8% were undefined and 1% to Business Assurance 

 5 of the 7 Ombudsman cases related to ASB case handling. 
 

During the same period there were 57 compliments received.  A summary of the 
compliments received is set out below: 

 

 Pleased by the service provided. 

 Issue dealt with promptly and professionally with very little disturbance. 

 Operative was efficient, courteous and helpful. 

 Officer was absolutely superb at resolving my issue. 

 So helpful and efficient for sourcing and providing information. 

 Understanding, sympathetic and extremely helpful and efficient 
 
Complaints Strategy Progress 
 
The strategy has been aligned with the requirements of the CHC and incorporates all 
actions that were identified during the internal assessments.  Work completed to 
date has ensured that we have implemented and actioned all elements of the CHC 
and achieved compliance by the deadline of 1 October 2022.  We do recognise that 
some areas require further development and embedding, and work is ongoing to 
progress these areas.   
 
The strategy puts the customers at the heart of our approach, work has been 
completed to update and improve the information available to customers on our 
website, to provide clear information in relation to our policy and procedures and 
allow customers easy access to log a complaint online.  The procedures 
implemented, ensure a consistent service is provided to customers with clear 
information in relation to the procedure and timescales and adopts a restorative 
approach to engage with the customer at the earliest stage and throughout the 
investigation to fully understand the details of the compliant, the outcome the 
customer is seeking and to provide regular updates of the complaint investigation 
and to explain the outcome and any decisions reached. 
 
Training for all Managers across HN has been delivered in relation to our complaint’s 
strategy and service excellence.  In addition, a training package for all staff has been 
rolled out which focuses on early resolution, service excellence principles, 
maximising the tenant voice and improving the customer experience.  The package 
also includes an action plan process to drive continued discussion and focus on 
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complaints, customer satisfaction and learning and service improvements, to further 
embed our commitment to developing a positive complaints culture. 
 
Learning and Service Improvement 
 
Key themes identified from the data are: 
 

 Further work required 

 Poor information supplied 

 Poor attitude of staff 
 

Processes are being implemented and action taken to assist service areas to review 
complaints performance within their teams, to identify areas of poor performance,  
recurring themes and trends and identify specific learning and service improvements.  
These include: 
 

 Service specific performance information will be provided to all HN service areas 
from Quarter 2, to provide a detailed analysis of the performance information with 
a higher level of detail in relation to specific teams to assist managers to identify 
areas of concern and specific learning and service improvements required. 

 

 Property Services have implemented a complaints panel, to be held Quarterly to 
review and assess a sample of complaints to identify areas of learning and service 
improvement.  

 

 Housing Management & Partnerships have implemented a process of review for 
all complaints received by Housing Management Teams to identify areas of good 
practice, learning and service improvements. 

 
Customer Satisfaction and Engagement 
 
We are focused on improving customer satisfaction and we are seeing 
improvements in the quality of investigations and responses provided to customers.   
 
Processes to seek feedback from customers in relation to their experience of the 
complaint handling process has been implemented.  The process includes a text 
survey sent to all complainants at the end of the process, and a more in-depth 
telephone survey which will be carried out with around 25% of all complainants 
initially. 
 
A scrutiny panel process is in development to drive improvement, identify areas of 
good practice, and make recommendations to improve our complaints handling 
process across HN.  This will include Managers at all levels across the organisation 
and tenant representatives. It is expected that this process will be implemented in 
Quarter 3. 
 
Work is ongoing to develop improved information for our customers in relation to 
complaints handling, to include performance data, examples of the customer journey 
and details of learning and service improvements. 
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Appendix 5: Summary of Whistleblowing Concerns  

Operational Activity  

A complaint was received about how a staff member had responded to criticism from 

a member of the public, and that they had made a comment which was perceived to 

be racist in nature and unreasonably aggressive. A discussion was held with the staff 

member, and they left the council’s employment shortly afterwards (they were 

working notice at the point of the incident).  

A new member of staff had been criticised for making inappropriate comment on a 

“private” group chat – they felt they had been misled about the culture of the team 

which led them to making the comments. HR investigated matters and provided 

advice to the section – the individual had left the council at this point.  

A concern was raised that a relative of a candidate was involved in the selection 

process for a temporary piece of work. The candidate was withdrawn from the 

selection process, advice was provided to the staff member.  

Unsubstantiated allegations and perceptions of behaviour were raised against 2 

senior managers, in a backdrop of service change and review. While no direct issues 

were able to be substantiated, the managers were made aware of the allegations 

and the concerns that their approach had generated. They agreed to place more 

thought into how change was introduced into the workplace, so it was clear the 

required changes were not intended to be critical of previous work behaviours.  

A concern was raised that a staff member was picking up the majority of available 

overtime/shift hours. It was passed to HR for records to be checked and feedback 

provided to service managers.  

Covid  

There was a concern that staff that should be asked to isolate, were being asked to 

attend work. This was an issue which was highlighted by union representatives and 

progressed through that route.  

Suppliers & Procurement 

An accusation of bullying in the workplace was made at a partner organisation. A full 

investigation took place within that partner organisation, and no evidence to 

substantiate the issues were found. However, the section wanted to ensure the staff 

member was comfortable in the workplace and support and training was provided on 

various aspects of behaviours and team working.  
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A concern was raised about aspects of a long-term contract with a supplier. Internal 

Audit undertook a full audit of the arrangements. While no wrongdoing was identified, 

work was agreed around the nature of the tender process.   

 

 

 

Schools 

There was a concern about culture amongst teachers at a school, and their 

comments within a “private” group discussion. The issue was raised with governors 

at the school.  

There was a concern about culture and behaviour of senior management at a school 

by a member of staff. The issue was raised with governors at the school who agreed 

to undertake a wider piece of work to engage with all staff members about motivation 

and agreeing the improvement plan for the school.  

A complaint was received about how a vulnerable young person was being 

supported at a school. The concerns were shared with the School Governors.  

There was a concern about openness and how a School Head had responded to 

criticism about the direction of the school from a staff member. This was shared with 

the School Governors.  

An anonymous concern from a former employee at a school about age 

discrimination was received. It was passed to the School Governors.  

        

    

  

   

 

 

 


