Complaints Monitoring Report

Education Resources and Communities

Quarter 2 2022/23 — 1 July — 30 September 2022

Total Complaints Received and Total Complaints Closed

NUMBER OF COMPLAINTS Q2 2021/22 Q3 2021/22 Q4 2021/22 Q1 2022/23 Q2 2022/23
Total number of complaints received 5 5 2 2 5
Total number of complaints closed 3 6 3 2 5

The numbers of received and closed complaints may differ because some closed complaints have been received in the previous quarters
or some received complaints have not been closed within the reporting quarter.

Complaints closed at Frontline and Investigative Stages as a percentage of all complaints closed

Q2 2021/22 Q3 2021/22 Q4 2021/22 Q1 2022/23 Q2 2022/23
NUMBER AND PERCENTAGE CLOSED number % number % number % number % number %
Number of complaints closed - Frontline 2 67% 1 16.7% 1 33% 2 100% 4 80%
Number of complaints closed - Investigative 1 33% 5 83.3% 2 67% 0 0% 1 20%
Number of complaints closed - Escalated 0 0% 0 0% 0 0% 0 0% 0 NA

Number of Frontline Complaints upheld / partially upheld / not upheld as a percentage of complaints closed in full at each stage

Q2 2021/22 Q3 2021/22 Q4 2021/22 Q1 2022/23 Q2 2022/23
FRONTLINE number % number % number % number % number %
Number of Frontline complaints upheld 0 0% 1 100% 0 0% 1 50% 2 50%
Number of Frontline complaints partially upheld 0 0% 0 0% 0 0% 0 0% 0 0%
Number of Frontline complaints not upheld 2 100% 0 0% 1 100% 1 50% 2 50%
Number of Frontline complaints (Resolution) 0 0% 0 0% 0 0% 0 0% 0 0%




Number of Investigative Complaints upheld / partially upheld / not upheld as a percentage of complaints closed in full at each

stage

Q2 2021/22 Q3 2021/22 Q4 2021/22 Q1 2022/23 Q2 2022/23
INVESTIGATIVE number % number % number % number % number %
Number of Investigative complaints upheld 0 0% 0 0% 1 50% N/A N/A 0 0%
Ll:lgrrlr;llafr of Investigative complaints partially 0 0% 3 60% 0 0% N/A N/A 1 100%
Number of Investigative complaints not upheld 1 100% 2 40% 1 50% N/A N/A 0 0%
Number of Investigative complaints (Resolution) 0 0% 0 0% 0 0% N/A N/A N/A N/A

Number of Escalated Complaints upheld / partially upheld / not upheld as a percentage of complaints closed in full at each stage

Q2 2021/22 Q3 2021/22 Q4 2021/22 Q1 2022/23 Q2 2022/23
ESCALATED number % number % number % number % number %
Number of Escalated complaints upheld N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
Number of Escalated complaints partially upheld N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
Number of Escalated complaints not upheld N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
Number of Escalated complaints (Resolution) N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
The average time in working days for a full response to complaints at each stage
RESPONSE TIME Q2 2021/22 Q3 2021/22 Q4 2021/22 Q1 2022/23 Q2 2022/23
Average time in working days for a full response - 6 ) 3 3 7
Frontline
Average t?me in working days for a full response - 4 20 o5 N/A o
Investigative
Average time in working days for a full response - N/A N/A N/A N/A 0

Escalated




Number and percentage of complaints at each stage which were closed in full within the set timescales of 5 and 20 working days

Q2 2021/22 Q3 2021/22 Q4 2021/22 Q1 2022/23 Q2 2022/23
MEETING TARGET TIMESCALES number % number % number % number % number %
Number of Complaints closed within 5 Working 1 50% 1 100% 1 100% 2 100% 2 50%
days - Frontline
Number of complaints closed within 20 working 1 100% 4 80% 1 50% N/A N/A 0 0%
days - Investigative
Number of complaints closed within 20 working N/A N/A N/A N/A N/A N/A N/A N/A N/A N/A
days - Escalated

Number and percentage of complaints at each stage where an extension to the 5 or 20 working day timeline has been authorised

Q2 2021/22 Q3 2021/22 Q4 2021/22 Q1 2022/23 Q2 2022/23
EXTENSIONS number % number % number % number % number %
Numb_er of complaints with an extension — N/A N/A 0 0% 0 0% 0 0% 1 2506
Frontline
Number of complaints with an extension — N/A N/A 1 20% 0 0% N/A N/A 0 0%
Investigative or Escalated Investigative
UPHELD OR PARTIALLY UPHELD COMPLAINTS
Type of Responsible
ID Complaint Outcome | Officer Action taken
Pool hire requests will now be considered at weekly supervisors’ team
101003119754 | Process/Procedure | Upheld Kim Slater meeting and any requests deemed to be outside the standard type will
be referred up to the Service Manager.
Staff had allowed more than the maximum number of people to use the
101003152580 | Process/Procedure | Upheld Kim Slater fithess room and nqt all hgd pre-booked. Facility manager to ensu.re
that staff keep a strict policy of bookable users only up to the maximum
number per session.
Of 3 heads of complaint, one was upheld - staff member shouted at
Complaint Against | Partially . complainant and apology was offered at the time and by Head of
101003124299 Staff Upheld Kim Slater Service. Active Schools to look at not sharing hall bookings during
activity sessions.




