Local Go-ver. ment

24 June 2011

By email

Mr J Polychronakis
Chief Executive
Dudley Metropolitan Borough Council

Dear Mr Polychronakis
Annual Review Letter

F am writing with our annual summary of statistics on the complaints made to me about your
authority for the year ending 31 March 2011. | hope the information set out in the enclosed tables
will be useful to you.

The statistics inciude the number of enguiries and complaints received by our Advice Team, the
number that the Advice Team forwarded to my office and decisions made on complaints about
your council. Not all compiaints are d_e_cide_djnjheﬁs_ame_yﬂeaLthatthey_are;received.—'lihfskmeans—-—-wﬁ—

that the number of complaints received and the number decided will be different.

The statistics also show the time taken by your authority to respond to written enquiries and the
average response times by type of authority.

Communicating decisions

We want our work to be transparent and our decisions to be clear and comprehensible. During the
past year we changed the way we communicate our decisions and reasons. We now provide a
stand-alone statement of reasons for every decision we make to both the citizen who has
complained and to the council. These statements replace our former practice of communicating
decisions by letter to citizens that are copied to councils, We hope this change has been beneficial
and weicome comments on this or any other aspect of our work.

In April 2011 we introduced a new IT system for case management and revised the brief
descriptions of our decisions. My next annual letter will use the different decision descriptions that
are intended to give a more precise representation of complaint outcomes and also add further
transparency to our work.



Extended powers

During 2010/11 our powers were extended to deal with complaints in two significant areas.

In the six months to April 2011 we received 75 complaints under our new adult social care powers.
Between 2009/10 and 2010/11 complaints about ¢are arranged or funded by councils doubled from
657 to 1,351.

Our new powers coincided with the introduction of Treasury controls on expenditure by
government departments and sponsored bodies designed to reduce the public spending deficit.
This has constrained our ability to inform care service users, pupils and their parents of their new
rights. '

Assisting councils to improve

90% said it had helped them to improve their complaint handling
* 68% gave examples of how the knowledge and skills gained from the training had been
applied in practice
55% said that complaints were resolved at an earlier stage than previously
almost 50% said that citizens who complained were more satisfied.

These findings will inform how we develop and provide training in the future. For exampie, the
survey identified that councils are interested in short complaint handling modules and
e-learning.

Details of training Opportunities are on our web site at www lgo.org.uk/training-counciis/

More details of our work over the year will be included in the 2010/11 Annual Report. This will be



published on our website at the same time as the annual review letters for all councils (14 July).

If it would be helpful to your council { should be pleased to arrange for me or a senior manager to
meet and explain our work in greater detail.

Yours sincerely

Klain. -

e et

DBr Jane Martin
Local Government Ombudsman
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