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1.1 The volume of stage one has increased by 1524 complaints compared to the same period last year

1.2 The volume of stage two has increased by 56 complaints compared to the same period last year

1.3 The volume of LGO has increased by 55 investigations compared to the same period last year

1.4 41%, or 1171 complaints, at stage one were upheld for 2021, a increase of 97%, or 578 complaints from last year

1.5 41%, or 77 complaints, at stage two were upheld for 2021, a increase of 60%, or 29 complaints from last year

1.6 27%, or 30 investigations, at LGO were upheld for 2021, a increase of 30%, or 7 investigations from last year

1.	 Organisational Summary - Corporate Complaints
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1.7 The volume of stage one has increased by 1524 complaints compared to the same period last year

1.9 41%, or 1171 complaints, at stage one were upheld for 2021, a increase of 97%, or 578 complaints from last year

1.8 61% or 1755 stage one complaints were answered within corporate 20 working days target
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Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
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1. Organisational Summary - Corporate Stage 1
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1.10 The volume of stage one complaints by Department for 2021

1.12 The upheld % of stage one complaints by Department for The upheld % of stage one complaints by Department for 2021

1.11 The SLA % of stage one complaints by Department for 2021
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Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
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1. Summary by Department - Corporate Stage 1 Complaints
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1.13 The volume of stage two has increased by 56 complaints compared to the same period last year

1.15 41%, or 77 complaints, at stage two were upheld for 2021, a increase of 60%, or 29 complaints from last year

1.14 40% or 75 stage two complaints were answered within corporate 20 working days target
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Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
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1. Organisational Summary - Corporate Stage 2
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1. Organisational Summary - Corporate Themes

Corporate Stage 1 - Reason for Complaint

0

500

1000

20%

40%

60%

Quality of service
provided â€“ have not

received a good quality
service

Delay in service â€“
unhappy with time taken

to provide them with
service requested

Incorrect action or advice
â€“ unhappy with the

information provided or
believe action is incorrect

Delay in decision /
response â€“ unhappy

with time taken to
provide them with a

decision or response to
query

Poor communication â€“
no or limited

communication

866
539

305
215 178

50%
41%

55%

27%

33%

Total Volume Upheld %

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

1.17 This chart shows the reasons why a complaint has been escalated to stage two, following a stage one.
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0

20

40

60

Incorrect action or advice
â€“ unhappy with the

information provided or
believe action is incorrect

Quality of service
provided â€“ have not

received a good quality
service

Delay in service â€“
unhappy with time taken

to provide them with
service requested

Incorrect decision made /
service provided â€“

unhappy with outcome of
their query and believe it

to be incorrect

Delay in decision /
response â€“ unhappy

with time taken to provide
them with a decision or

response to query

61

44

25
17

12

Annual Complaints Report - 2021/2022

Data Last Refreshed: Data Last Refreshed: 05/09/2022 05:15:00



1.	 Organisational Summary - LGO Investigations

LGO Volume
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1.18 The volume of LGO has increased by 55 investigations compared to the same period last year

1.19 Volume of LGO investigations by department, inclusive of corporate and statutory (adults & childrens) investigations.
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1.20 27%, or 30 investigations, at LGO were upheld for 2021, a increase of 30%, or 7 investigations from last year
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1.21 The volume of stage one has increased by 73 complaints compared to the same period last year

1.23 52%, or 126 complaints, at stage one were upheld for 2021, a increase of 114%, or 67 complaints from last year

1.22 34% or 82 stage one complaints were answered within our target of 10 working days
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Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
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1. Organisational Summary - Adults Stage 1
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1.24 The volume of stage one has decreased by 16 complaints compared to the same period last year

1.26 56%, or 73 complaints, at stage one were upheld for 2021, a increase of 30%, or 17 complaints from last year

1.25 47% or 62 stage one complaints were answered within our target of 10 working days
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Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
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1. Organisational Summary - Childrens Stage 1
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1.27 The volume of stage two has increased by 2 complaints compared to the same period last year

1.29 57%, or 8 complaints, at stage two were upheld for 2021, a decrease of 20%, or 2 complaints from last year

1.28 14% or 2 stage two complaints were answered within the target of 25 working days target
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1.25 Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
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1. Organisational Summary - Childrens Stage 2, Childrens Stage 3
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1. Organisational Summary - Adults & Childrens Social Care Themes

Adults Social Care Stage 1 - Reason for Complaint
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1.30 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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Childrens Social Care Stage 1 - Reason for Complaint
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1.31 The chart shows the highest reasons for complaints in the bar and the percentage of those that were upheld in the line.



1.	 Organisational Summary - MP & Councillor Enquiries

Councillor Enquiry Volume
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1.32 The volume of MP Enquiry has increased by 781 enquiries compared to the same period last year
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1.36 The Highest Reasons for Enquiry for MP & Councillor enquiries

1.34 40% or 1137 MP Enquiry enquiries were answered within our target of 10 working days
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1.33 The volume of Councillor Enquiry has increased by 2087 enquiries compared to the same period last year
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1.35 63% or 1992 Councillor Enquiry enquiries were answered within our target of 10 working days
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2.1 The volume of stage one has increased by 429 complaints compared to the same period last year

Total Complaints by Division
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2.4 Total volumes of complaints at stage one, two and LGSCO investigations by service team

2.2 The volume of stage two has increased by 32 complaints compared to the same period last year

2.3 The volume of LGO has increased by 12 investigations compared to the same period last year

Departmental Complaint Distribution by Complaint Type
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2. Resources - Complaints & LGO Cases



2.5 The volume of complaints by Division for 2021

2.7 The upheld % of complaints by Division for 2021

2.6 The SLA % of complaints by Division for 2021
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Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
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Corporate Stage 1 Volume

88
499

Previous Year Current Year

2.8 Total volumes of complaints at stage one, stage two & LGO in the Finance, Investment & Risk division
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2.12 20%, or 100 complaints were upheld at stage one.

2.10 The volume of stage two has increased by 29 complaints

2.9 The volume of stage one has increased by 411 complaints
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2.13 20%, or 8 complaints were upheld at stage two.

2.14 84% or 420 stage one complaints were answered in SLA

2.15 38% or 15 stage two complaints were answered in SLA
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2.16 The volume of stage one has increased by 21 complaints

2.17 The volume of stage two has increased by 3 complaints

2.19 59%, or 33 complaints were upheld at stage one.

2.20 25%, or 1 complaint was upheld at stage two.

2.22 25% or 1 stage two complaint was answered in SLA

2.11 The volume of LGO investigations was 12 in 2021

2.21 91% or 51 stage one complaints were answered in SLA

2.18 The volume of LGO investigations was 1 in 2021
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Highest Volumes for Corporate Stage 1 - Reason for Complaint

0

50

100

150

200

20%

30%

40%

Incorrect action or advice
â€“ unhappy with the

information provided or
believe action is incorrect

Quality of service
provided â€“ have not

received a good quality
service

Incorrect decision made /
service provided â€“

unhappy with outcome of
their query and believe it

to be incorrect

Delay in decision /
response â€“ unhappy

with time taken to
provide them with a

decision or response to
query

Delay in service â€“
unhappy with time taken

to provide them with
service requested

178

129

58
39 38

23%

39%

17%

33%

21%

Total Volume Upheld %

2.23 The graph shows the highest complaint volume by reason for Resources at stage one

2.24 These charts show the highest volume of reason for complaint for each of the named teams in 2021
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3.1 The volume of stage one has increased by 692 complaints compared to the same period last year

Total Complaints by Division
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3.4 Total volumes of complaints at stage one, two and LGSCO investigations by service team

3.2 The volume of stage two has increased by 21 complaints compared to the same period last year

3.3 The volume of LGO has increased by 8 investigations compared to the same period last year
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3.5 The volume of complaints by Division for 2021

3.7 The upheld % of complaints by Division for 2021

3.6 The SLA % of complaints by Division for 2021
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Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
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Corporate Stage 1 Volume
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3.8 Total volumes of complaints at stage one, stage two & LGO in the Sustainable Communities division
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3.12 58%, or 383 complaints were upheld at stage one.

3.10 The volume of stage two has increased by 22 complaints

3.9 The volume of stage one has increased by 450 complaints
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3.13 80%, or 24 complaints were upheld at stage two.

3.14 73% or 483 stage one complaints were answered in SLA

3.15 57% or 17 stage two complaints were answered in SLA
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3.16 The volume of stage one has increased by 15 complaints

3.17 The volume of stage two has decreased by 4 complaints

3.19 61%, or 85 complaints were upheld at stage one.

3.20 86%, or 6 complaints were upheld at stage two.

3.22 43% or 3 stage two complaints were answered in SLA

3.11 The volume of LGO investigations was 1 in 2021

3.21 72% or 100 stage one complaints were answered in SLA

3.18 The volume of LGO investigations was 1 in 2021
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Highest Volumes for Corporate Stage 1 - Reason for Complaint
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3.23 The graph shows the highest complaint volume by reason for Sustainable Communities, Regeneration & Economic Rec...

3.24 These charts show the highest volume of reason for complaint for each of the named teams in 2021
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4.1 The volume of stage one has increased by 351 complaints compared to the same period last year

Total Complaints by Division
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4.4 Total volumes of complaints at stage one, two and LGSCO investigations by service team

4.2 The volume of stage two has increased by 6 complaints compared to the same period last year

4.3 The volume of LGO has increased by 10 investigations compared to the same period last year

Departmental Complaint Distribution by Complaint Type
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4. Housing - Complaints & LGO Cases



4.5 The volume of complaints by Division for 2021

4.7 The upheld % of complaints by Division for 2021

4.6 The SLA % of complaints by Division for 2021

Annual Complaints Report - 2021/2022
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Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
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4. Summary by Division - Housing
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Corporate Stage 1 Volume
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4.8 Total volumes of complaints at stage one, stage two & LGO in the Housing Assessment & Solutions division
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4.12 22%, or 19 complaints were upheld at stage one.

4.10 The volume of stage two has increased by 1 complaint

4.9 The volume of stage one has increased by 45 complaints

Corporate Stage 2 Volume
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4.13 60%, or 3 complaints were upheld at stage two.

4.14 9% or 8 stage one complaints were answered in SLA

4.15 60% or 3 stage two complaints were answered in SLA
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4.16 The volume of stage one has increased by 20 complaints

4.17 The volume of stage two has decreased by 1 complaint

4.19 27%, or 12 complaints were upheld at stage one.

4.20 33%, or 1 complaint was upheld at stage two.

4.22 No complaints at stage two were answered in SLA

4.11 The volume of LGO investigations was 1 in 2021

4.21 23% or 10 stage one complaints were answered in SLA

4.18 The volume of LGO investigations was 2 in 2021
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Highest Volumes for Corporate Stage 1 - Reason for Complaint
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4.23 The graph shows the highest complaint volume by reason for Housing at stage one

4.24 These charts show the highest volume of reason for complaint for each of the named teams in 2021
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5.1 The volume of stage one has decreased by 17 complaints compared to the same period last year

Total Complaints by Division
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5.4 Total volumes of complaints at stage one, two and LGSCO investigations by service team

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

5.3 The volume of LGO has increased by 5 investigations compared to the same period last year

Departmental Complaint Distribution by Complaint Type
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5. Children, Families & Education - Complaints & LGO Cases



5.5 The volume of complaints by Division for 2021

5.7 The upheld % of complaints by Division for 2021

5.6 The SLA % of complaints by Division for 2021

Annual Complaints Report - 2021/2022

Data Last Refreshed: Data Last Refreshed: 05/09/2022 05:15:00

Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
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5. Summary by Division - Children, Families & Education
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Childrens Stage 1 Volume
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5.8 Total volumes of complaints at stage one, stage two & LGO in the Early Help & Childrens Social Care division
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5.12 45%, or 15 complaints were upheld at stage one.

5.10 The volume of stage two has decreased by 1 complaint

5.9 The volume of stage one has increased by 1 complaint

Childrens Stage 2 Volume
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5.13 50%, or 1 complaint was upheld at stage two.

5.14 52% or 17 stage one complaints were answered in SLA

5.15 No complaints at stage two were answered in SLA
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5.16 The volume of stage one has decreased by 6 complaints

5.17 The volume of stage two has increased by 2 complaints

5.19 43%, or 10 complaints were upheld at stage one.

5.20 50%, or 2 complaints were upheld at stage two.

5.22 25% or 1 stage two complaint was answered in SLA

5.21 13% or 3 stage one complaints were answered in SLA

5.11 The volume of LGO investigations was 2 in 2021 5.18 The volume of LGO investigations was 1 in 2021
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Highest Volumes for Childrens Stage 1 - Reason for Complaint
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5.23 The graph shows the highest complaint volume by reason for Children, Families & Education at stage one

5.24 These charts show the highest volume of reason for complaint for each of the named teams in 2021
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6.1 The volume of stage one has increased by 49 complaints compared to the same period last year

Total Complaints by Division
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6.4 Total volumes of complaints at stage one, two and LGSCO investigations by service team

6.2 The volume of stage two has decreased by 1 complaint compared to the same period last year

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

Departmental Complaint Distribution by Complaint Type
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6. Assistant Chief Executive Directorate - Complaints & LGO Cases



6.5 The volume of complaints by Division for 2021

6.7 The upheld % of complaints by Division for 2021

6.6 The SLA % of complaints by Division for 2021

Annual Complaints Report - 2021/2022
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Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included
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6. Summary by Division - Assistant Chief Executive Directorate
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Corporate Stage 1 Volume
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6.8 Total volumes of complaints at stage one, stage two & LGO in the Digital and Resident Access Division division
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6.12 89%, or 24 complaints were upheld at stage one.

6.10 The volume of stage two has remained at 0 complaints

6.9 The volume of stage one has increased by 22 complaints
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6.13 There were no complaints at stage two

6.14 85% or 23 stage one complaints were answered in SLA

6.15 There were no complaints at stage two
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6.16 The volume of stage one has decreased by 9 complaints

6.17 The volume of stage two has remained at 0 complaints

6.19 58%, or 7 complaints were upheld at stage one.

6.20 There were no complaints at stage two

6.22 There were no complaints at stage two

6.11 The volume of LGO investigations was 0 in 2021

6.21 92% or 11 stage one complaints were answered in SLA

6.18 The volume of LGO investigations was 0 in 2021
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Highest Volumes for Corporate Stage 1 - Reason for Complaint
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6.23 The graph shows the highest complaint volume by reason for Assistant Chief Executive Directorate at stage one

6.24 These charts show the highest volume of reason for complaint for each of the named teams in 2021
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7.1 The volume of stage one has increased by 6 complaints compared to the same period last year

Total Complaints by Division

0

100

200

Adult Social Care Operations Commissioning & Procurement Operations Adult Social Care Policy &
Improvement

175

14 11 3

257

15 20
7

Previous Year Current Year

7.4 Total volumes of complaints at stage one, two and LGSCO investigations by service team

7.2 The volume of stage two has decreased by 1 complaint compared to the same period last year

7.3 The volume of LGO has increased by 17 investigations compared to the same period last year

Departmental Complaint Distribution by Complaint Type
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7.5 The volume of complaints by Division for 2021

7.7 The upheld % of complaints by Division for 2021

7.6 The SLA % of complaints by Division for 2021
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Often cases will extend due to their complexity and in consultation with the complainant. Cases that have been extended are not included

0

200

Adult Social Care Operations Commissioning & Procurement Operations Adult Social Care Policy &
Improvement

175

14 11 3

257

15 20 7

Previous Year Current Year

Complaint Volume by Division

7. Summary by Division - Adult Social Care & Health
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Adults Stage 1 Volume
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7.8 Total volumes of complaints at stage one, stage two & LGO in the Adult Social Care Operations division
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7.11 43%, or 21 complaints were upheld at stage one.

7.9 The volume of stage one has decreased by 26 complaints
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7.12 37% or 18 stage one complaints were answered in SLA
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7.13 The volume of stage one has increased by 4 complaints

7.15 51%, or 28 complaints were upheld at stage one.

7.16 35% or 19 stage one complaints were answered in SLA

7.10 The volume of LGO investigations was 10 in 2021 7.14 The volume of LGO investigations was 5 in 2021
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Highest Volumes for Adults Stage 1 - Reason for Complaint
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7.17 The graph shows the highest complaint volume by reason for Adult Social Care & Health at stage one

7.18 These charts show the highest volume of reason for complaint for each of the named teams in 2021
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7. Adult Social Care Operations - Complaint Themes
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