Tamworth Borough Council

Tell Us Policy


[image: image1]
The Tell Us Policy

Introduction

We have written this policy (called Tell Us) so everyone can be clear about how to compliment comment and complain about services and what will happen to those comments once they are received.

We welcome communications from every source; they are a very important form of feedback about our services. They help us to improve.  

This policy and procedure will be available on the Internet and via leaflets available at Councils offices and at other locations.

Consultation

Consultation has taken place with, the Local Government Ombudsman, Scrutiny Committee, colleagues and customers from our diverse community.    

This policy has been Equality Impact Assessed.

Summary of the process  

· All comments/compliments/complaints received via the Tell Us scheme will be entered onto the Customer Relationship Management System; this is a computer system on which we record our contact with customers. Complaints have been recognised as an important communication, they can help us to improve accordingly in order to deal with complaints effectively 3 stages have been introduced:
· Stage 1 – first response complaints, compliments and comments will be dealt with immediately.    

· Stage 2 - The appropriate Head of Service/Assistant Director deal with such complaints.  The customer will be written to, within seven days. When necessary a period of 21 days is allowed for investigating a complaint, if more time is required we will keep our customer informed. 

· Stage 3 An officer from Corporate Management Team will hear such complaints.  The hearing will take place within 21 days from the request being received. The response will be in writing   within 7 days of the hearing.

· All complaints about our partners/contractors will be dealt with by the partner/contractor. Meetings to discuss their policies, procedures and performance take place regularly.         

What do we want from this policy?

We want to deal with complaints positively and encourage feedback. We want to know how we are performing as a council.  We also want to make sure that -

· It is as simple and straightforward as possible for customers to make complaints.

· Our customers feel their complaints are being treated seriously, even if the outcome is not to their liking, because at times we are restricted by law and legislation. 

· We are fair, and put things right when we are able to.

· We respond to complaints within a reasonable time.

· Customers are told how to take a complaint further if they are still not satisfied with the resolution offered.

· The Council learns from all Tell Us feedback and takes action to improve the quality of its services for customers.

Scope of the procedure

Comments and Compliments

Comments, compliments and suggestions are important to improving our services. They will be recorded, monitored and retained on the Customer Relationship Management system. 

Comments, compliments and suggestions might include:-

· Comments and compliments on the services provided 

· Comments on how a service could be improved.

· Suggestions for new or changed services.

· Comments on procedures or service levels.

· Compliments on overall standards.

· Compliments about staff.

· Compliments on the environment.

· Compliments on policy and procedure

All compliments, comments and suggestions will be included in the reports provided by the Head of Customer Service.

Complaints
The following are examples of complaints -

Reporting a fault or a problem may not be a complaint, this may be the need for work to be carried out.  Litter that needs picking up or a repair that needs to be carried out may not be a complaint but a request for this work to be done.  However, if a matter has already been reported and the work has not been done, or it has taken longer than we said it would take - this is a complaint.

Complaints will include:-

· When we have not provided a service at the level or standard we have said we would.

· Staff who are rude or unhelpful.

· Not answering your questions or delivering a service to you.

· Not following our own policies, rules or procedures.

· A decision without consideration of all of the facts.

· Discrimination or harassment on the grounds of age, disability, gender, race or sexual orientation.

      Complaints will generally exclude:-

· A housing repair, wanting a hedge trimmed, some litter picking up, etc.

· Wanting information or an explanation of a council policy or practice. 

· An appeal against a Planning application, a Housing application, a Benefit decision or a parking ticket (these are all dealt with under other procedures). 

· Complaints about licenses, permits, approvals, consents, permissions or registrations or any related enforcement actions (these are all dealt with under other procedures). 

· Complaints made by members of staff against other members of staff that are covered under others policies such as the whistle blowing policy, dignity and respect at work etc   

· Complaints against members/councillors, this is covered under a separate code of conduct.

Responsibility 
Head of Customer Service will -
· Develop the policy, procedure and promote the scheme

· Investigate complaints, but where complaints are about any teams that fall under the remit of the Head of Customer Service the role of co-ordinating the complaint will be escalated to that of the Assistant Chief Executive.   

· Give feedback on complaints/compliments performance to other Council services, spot trends, identify training needs for staff  

· Provide training on the policy and the Customer Relationship Management System

· Make sure the Incidents of hate and inequality are recorded and reported

· Provide analysis and information to managers 

· Feedback to Corporate Management Team and Members on performance.

· Manage stage 2 complaints and co-ordinate stage 3 complaints****

Customer Service Officers will -

· Manage the complaints process by entering the complaints onto the Customer Relationship Management System, tracking progress at each stage, and recording outcomes. 

· Work to resolve complaints when they are first raised before they become an issue.  

Heads of Service/Assistant Directors will -  

· Manage the policy in their service

· Agree the specific details of the complaint with the customer 

· Investigate complaints

· Provide responses to the customer setting out the findings and the reasons for the findings.  

Corporate Management Team will -  

· Ensure the policy is adhered to by everyone

· Review a complaint when asked to do so by a customer - this may include hearing the case from both the customer and the officer.

· When considered necessary appoint an independent investigator to conduct an investigation into the complaint should there be unanswered questions at this stage.                                                  

· Send a response to the customer setting out the findings and the reasons for the findings.  


Access
Complaints can be made in person, by phone, in writing (by letter, fax or e-mail), on line, via a councillor or to any member of staff who will be happy to help you complete the complaint, comment or compliment form.

Stage 1 first response

We aim to sort things out with customer before there is the need to progress to a stage 2 complaint.  We will try our best to put things right. Sometimes, we need to make further enquiries, in such circumstances the customer will be given the name and the telephone number of the officer dealing with the enquiry.      

Stage 2 formal complaints.

The Head of Customer Service will co-ordinate all stage 2 complaints and send it to the responsible Head of Service or Assistant Director for action.

We will record all complaints onto the Customer Relationship Management System. We will deal with or write to the customer within 7 days.  If an investigation will take longer, we will advise the customer.  

The Head of Service/Assistant Director will:

· Summarise the main issues to be resolved, and agree these with the customer

· Investigate the complaint

· Provide a detailed response to the customer setting out the findings and the reasons for the findings. This will be done within 21 days of the complaint being received.
· Advise, a stage 3 hearing can be requested within 21 days from the date of the letter if the customer is still dissatisfied.

A copy of the letter will be sent to the Head of Customer Service to attach to the Customer Relationship Management system file.

Stage 3 Corporate Management Team 

All stage 3 complaints will be logged onto the Customer Relationship Management, and a full case history will be presented by the Head of Customer Service to the Corporate Management Team officer.  The case will be heard within 21 days of receipt and the outcome will be notified to the customers within 7 days of the decision.

The decision made by the Corporate Management Team member is final.  .  

We will not re-open a complaint once it has been dealt with through the complaint process.  

Local Government Ombudsman Investigations

We aim to resolve all complaints before they become an issue, but appreciate there will be certain circumstances when the customer despite having utilised our Tell Us scheme will remain dissatisfied with the process. In such circumstances the customer can contact the Local Government Ombudsman. This office will investigate a complaint against the Council. 

The Ombudsman is an independent, impartial and free service, and can be contacted at - 

The Local Government Ombudsman
PO Box 4771
Coventry  CV4 0EH

Fax: 024 7682 0001

You can make an enquiry by email to advice@lgo.org.uk, but please note that we cannot provide general advice about local government services. If you have a complaint, use the complaint form or ring the Advice Team.

For advice on making a complaint, or to make a complaint over the telephone, please call the LGO Advice Team on 0300 061 0614 or 0845 602 1983. (Calls to 03 numbers will cost no more than calls to national geographic numbers (starting 01or 02) from both mobiles and landlines, and will be included as part of any inclusive call minutes or discount schemes in the same way as geographic calls. Please note that calls may be recorded for training and quality purposes.) The Advice Team are available Monday to Friday from 8.30am to 5.00pm. You can also text ‘call back’ to 0762 480 4299. 
Vexatious, Professional and Hobby Complainants
A small number of customers cause a lot of work that can affect service delivery or our ability to respond to complaints because of:

· The number of complaints made and not accepting the offer to deal with the problem or issue

· Complaints being made to a number of different officers at the same time.

· Too much being written on an individual complaint, with more being added each time or it being extended

These need to be managed carefully. We need to make sure we can get rid complaints that are not genuine and deal with those that are.

If there is a concern that a customer is generating an excessive workload, the Head of Customer Service will review this with the appropriate Assistant Director /Head of Service.  

A decision will then be made as to whether we continue the process or write to the customer and advise them that their complaint is not being considered under the tell us process.  

.

 Standards

· Reply within 7 days, if we need more time to deal with your enquiry we will tell you.      

· Respond to your enquiry using plain English, because you do not want us to use jargon.  Sometimes we may need to quote law or legislation.

· Provide an interpreter, signer or information in an alternative language, because we welcome and recognise the diversity of our customers.   

· Be courteous and respectful, because we provide you with services that you cannot get from anyone else.  We take our customer service and the services we provide seriously.  

· Listen to what you tell us. If we make changes as a result of your feedback, we will tell you because we really do want to improve.  
· We will help you with your complaint if you need assistance.

· A full and detailed response within 21 days or communication why this is not possible to achieve together with a new date. 

· Provide details of the officer dealing with the complaint at all times. 

· Customers will not be treated adversely as a result of making a complaint. 

· Confidentiality - The information provided is protected under the Data Protection Act

· Where we are at fault we will do our best to put things right.

· The 'Tell Us ' procedure is operated in accordance with the Council's Equality and Diversity Scheme.

Performance targets
Number of responses dealt within 7 days 100%

The number of complaints resolved within 21 days 100%

The number of stage 3 complaints heard within 21 days 100%

The number of outcomes to stage 3 complaints delivered to the customer within 7 days 100%

Number of complaints reduced by 5%

Number of Compliments increased by 5%

Number of Comments received by 5%

Increased usage of the scheme increased by 10%

Measure the changes made to council services as a result of feedback via the Tell Us Scheme 100%  

First response recorded on the Councils CRM systems via the ICMC 100% 

Customer Satisfaction Level to 45% in the way their complaints are handled.  Evaluation carried out by telephone survey, measuring professionalism of letter, timeliness of response, quality of response, learning from complaint, overall satisfaction from the customers’ point of view.

Ongoing Development
A review of this policy will be carried each November 
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