Appendix 1: Complaint Themes, Outcomes and Actions by Portfolio 2024-25

Chief Executive’s

Chief Executive's Summary

NUMBER OF COMPLAINTS WITHIN TARGET
NUMBER OF COMPLAINTS CLOSED LATE (OVER 10 WORKING DAYS)
NUMBER OF COMPLINTS OPEN AND NEARING TARGET DATE

NUMBER OF COMPLAINTS OPEN AND OVERDUE

Chief Executive's Complaint Status

m Closed at Step 1
m Escalated to Step 2
= Escalatd to PSOW

Chief Executive's Decisions

= Upheld
® Not Upheld

u Information Not Recorded

Chief Executive's Themes

NON COMPLIANCE WITH NO RESPONSE OTHER STAFF ATTITUDE
PROCEDURE/POLICY



Education & Youth

Education & Youth Summary

NUMBER OF COMPLAINTS WITHIN TARGET

NUMBER OF COMPLAINTS CLOSED LATE (OVER 10 WORKING DAYS)

NUMBER OF COMPLINTS OPEN AND NEARING TARGET DATE

NUMBER OF COMPLAINTS OPEN AND OVERDUE

Education & Youth Complaint Status

mClosed at Step 1
= Escalated to Step 2
= Escalatd to PSOW

100%

Education & Youth Decisions

H Upheld
= Not Upheld

= Information Not Recorded

100%

Education & Youth Themes

OTHER



Governance

Governance Summary

NUMBER OF COMPLAINTS WITHIN TARGET

NUMBER OF COMPLAINTS CLOSED LATE (OVER 10 WORKING DAYS)

NUMBER OF COMPLINTS OPEN AND NEARING TARGET DATE

NUMBER OF COMPLAINTS OPEN AND OVERDUE

Governance Complaint Status

mClosed at Step 1
= Escalated to Step 2
" Escalatd to PSOW

Governance Decisions

H Upheld
= Not Upheld

= Information Not Recorded

Governance Complaint Themes

FAILURE TO DELIVER NO RESPONSE NON COMPLIANCE EMPLOYEE CONDUCT OTHER STAFF ATTITUDE
SERVICE WITH POLICY

= Customer Contact = Democratic Services = Revenues



Housing & Communities

Housing & Communities Summary
NUMBER OF COMPLAINTS WITHIN TARGET
NUMBER OF COMPLAINTS CLOSED LATE (OVER 10 WORKING DAYS)
NUMBER OF COMPLINTS OPEN AND NEARING TARGET DATE

NUMBER OF COMPLAINTS OPEN AND OVERDUE

Housing & Communities Complaint Status

m Closed at Step 1
= Escalated to Step 2
= Escalatd to PSOW

Housing & Communities Decisions

® Upheld
= Not Upheld

= Information Not Recorded

Housing & Communities Themes

B = jm—|
EMPLOYEE FAILURE TO ATTEND FAILURE TO NON COMPLIANCE OTHER POLICY DECISION STAFF ATTITUDE
CONDUCT DELIVER SERVICE WITH POLICY

= Housing & Prevention Service = Housing Assets Service = Housing, Welfare & Community



Planning, Environment & Economy

Planning, Environment & Economy Summary

NUMBER OF COMPLAINTS WITHIN TARGET
NUMBER OF COMPLAINTS CLOSED LATE (OVER 10 WORKING DAYS)
NUMBER OF COMPLINTS OPEN AND NEARING TARGET DATE

NUMBER OF COMPLAINTS OPEN AND OVERDUE

Planning, Environment & Economy Complaint Status

mClosed at Step 1
= Escalated to Step 2

= Escalatd to PSOW

Planning, Environment & Economy Decisions

= Upheld
= Not Upheld

= Information Not Recorded

Planning, Environment & Economy Themes

5
Iﬂ_
EMPLOYEE CONDUCT FAILURE TO DELIVER NO RESPONSE NON COMPLIANCE OTHER STAFF ATTITUDE
SERVICE WITH POLICY

= Community & Business Protection = Development Management = Enterprise & Regeneration



Social Services

Social Services Complaints Summary

NUMBER OF COMPLAINTS WITHIN TARGET

NUMBER OF COMPLAINTS CLOSED LATE (OVER 10 WORKING DAYS)

NUMBER OF COMPLINTS OPEN AND NEARING TARGET DATE

NUMBER OF COMPLAINTS OPEN AND OVERDUE

Social Services Complaints Status

m Closed at Step 1
m Escalated to Step 2
= Escalatd to PSOW

Social Services Decisions

= Upheld
= Not Upheld

u Information Not Recorded

Social Services Themes

EMPLOYEE CONDUCT FAILURE TO DELIVER SERVICE NON COMPLIANCE WITH POLICY OTHER

= Children's Services = Integrated Services & Lead Adults = Safeguarding & Commissioning



Streetscene & Transportation
Streetscene & Transportation Summary
NUMBER OF COMPLAINTS WITHIN TARGET 144
NUMBER OF COMPLAINTS CLOSED LATE (OVER 10 WORKING DAYS) 46
NUMBER OF COMPLINTS OPEN AND NEARING TARGET DATE

NUMBER OF COMPLAINTS OPEN AND OVERDUE
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Streetscene & Transportation Complaints Status

mClosed at Step 1
= Escalated to Step 2

= Escalatd to PSOW

Streetscene & Transportation Decisions

u Upheld
= Not Upheld

® Information Not Recorded

Streetscene & Transportation Themes

[ -j_- | m—

FAILURE TO DELIVER FAILURE TO ATTEND NO RESPONSE NON COMPLIANCE OTHER POLICY DECISION EMPLOYEE STAFF ATTITUDE
SERVICE WITH CONDUCT
PROCEDURE/POLICY

= Highway Network = Regulatory Services = Streetscene Service



