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1 COMMUNITY SAFETY PROJECTS FUND:
APPLICATIONS FOR DECISION

Purpose of the Report:

To decide upon applications received for grant funding from Community
and Voluntary Organisations and from the Safer Neath Port Talbot
Partnership.

Background:
Introduction

Since 2000/2001 the Council has provided financial assistance to
community-based and voluntary organisations to fund projects and
schemes, which are designed to contribute towards the objectives of the
Community Safety Strategy. The Safer Neath Port Talbot Partnership also
develops projects for the same purpose. The combined budget for these
purposes for 2011/12 is £12,000.

The Process

Grant application forms are available from the Council’s Community
Safety Team which offers advice and guidance to applicants on the
eligibility criteria and completion of the application form. Applications are
assessed against the eligibility criteria prior to the application being
reported to the Cabinet Board for determination. Safer Neath Port Talbot
Partnership submissions are agreed between the relevant partners prior to
be presented for decision. No projects have been approved to date in the
current financial year.

Submitted Applications

Voluntary Organisations and Community-based Projects

There are no current applications for determination.
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Partnership Projects

Neath Port Talbot Crucial Crew 2011

Crucial Crew is a free safety event for Year 6 pupils (age 10/11 years)
designed to raise awareness of the everyday dangers they may encounter as
they make the transition from primary to secondary school.

The idea was originally conceived by Crime Concern and has been adopted
by many Local Authorities and Police Divisions in Wales. It was
introduced to Neath Port Talbot in 1997 and has drawn increasing numbers
each year, running for two weeks since 2002 to meet the demand. Every
Primary School Year 6 pupil in Neath Port Talbot is now invited to attend
the event.

The event is organised by Safer Neath Port Talbot Partnership and
supported by many statutory and voluntary agencies including South Wales
Police, Mid & West Wales Fire Service, RNLI and British Red Cross.

Each agency provides a set where the children spend 10 minutes learning
how to tackle everyday problems and dangers they may face when they
move up to comprehensive school, and to help prevent them becoming
involved in crime. Subjects such as internet safety, seatbelt awareness and
what to do in the event of a fire are examples of the issues addressed.

Crucial Crew 2011 will be held between 20™ June and 1% July at Margam
Castle with 12 agencies and 6 secondary school groups delivering safety
sets to almost 1500 children from 67 Primary Schools.

Participating agencies include:

South Wales Police

Mid & West Wales Fire and Rescue Service
Welsh Women’s Aid

Forestry Commission

South Wales Transport

Food Standards Agency

RNLI

British Red Cross

NPT Road Safety

NPT Antisocial Behaviour & Prevention
Western Power

PRB-160611-REP-CE-PG



The cost of staging the event comprises:

Venue hire £2000
Catering £1000
Printing £1500
Total £4500

£3000 sponsorship has been secured from Tata Steel, leaving a funding
shortfall of £1500.

Recommendation:

It is recommended that the application is approved.

Reasons for Proposed Decision:

The application recommended for approval meets the eligibility criteria
and the project will contribute to the objectives of the Community Safety
Strategy.

List of Background Papers:

Eligibility criteria and application forms.

Wards Affected:

All wards

Valleys Strateqy:

All valleys

Officer Contact:

Mike Goldman, Youth Offending and Community Safety Strategic
Manager; 01639 885050; m.goldman@npt.gov.uk

Philip Graham, Head of Corporate Strategy; 01639 763171,
p.graham@npt.gov.uk
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COMPLIANCE STATEMENT

1 COMMUNITY SAFETY PROJECTS FUND
APPLICATIONS FOR DECISION

(@) Implementation of Decision:

The decision is proposed for implementation after the three day call-in
period.

(b) Sustainability Appraisal:

Community Plan Impacts

Economic Prosperity - positive impacts
Education & Lifelong Learning positive impacts
Better Health & Well Being positive impacts
Environment & Transport - no impact
Crime & Disorder - positive impacts

Other Impacts

Welsh Language - no impact
Sustainable Development - no impact
Equalities - positive impacts
Social Inclusion - positive impacts

(c) Consultation

There has been no requirement under the constitution for external
consultation on this item.
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2 Revised Corporate Comments, Compliments and Complaints Policy

Purpose of Report

To consider the Council’s revised Corporate Comments, Compliments and
Complaints Policy for use by members of the public.

Background

The existing Corporate Comments, Compliments and Complaints Policy
was published in 2003 and despite the time that has elapsed since
publication, it has been found to be fairly fit for purpose when informal
reviews have been conducted. However, during 2010, the Complaints
Wales Group produced a Model Concerns and Complaints Policy and
accompanying guidance on implementation, which has been promoted by
the Public Services Ombudsman for Wales. The Ombudsman’s overall
aim is to have a more consistent approach in the way complaints are
handled across the public sector.

So, the opportunity has been taken to revise the existing Policy to take
appropriate account of the Complaints Model and guidance published by
the Complaints Wales Group. The changes made to the Policy have been
largely of a minor nature, consisting mainly of utilising some of the text
from the Model to explain the Council’s approach to handling comments,
compliments and complaints; as well as updating more general information
such as officer contact details.

These changes have been discussed at the Complaints Officers Group
meetings, which are attended by each of the directorate’s nominated
Complaints Officers.

The main change is that instead of having a three stage complaints process,
it is now a two stage process, as advocated by the Complaints Wales
Group.

Stage 1. Informal stage; answered on the spot or investigated by
employees.

Stage 2. Formal stage; investigated by the Complaints Officer for the
directorate.
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Previously, this Council also had a Stage 3, whereby the complaint could
be investigated by the Chief Executive or representative. Usually, this
Stage 3 was conducted by Legal Services.

The change to just a two stage process is considered to benefit
complainants and the Council. It is a simpler process for all to understand
and should help avoid duplication of effort, which occurred at times when
there was a stage 2 and stage 3. Despite there being no stage 3, Legal
Services will continue to provide advice and guidance as necessary to those
officers handling complaints. The revised Policy will not have any
additional cost implications.

With regard to implementation of the revised Policy, its success will rely
on all employees and Members helping ensure complaints are dealt with
promptly. In addition, we will continue to have a nominated Complaints
Officer for each of the directorates. These nominated Complaints Officers,
together with the support provided by other key officers, constitutes this
Council’s “central complaints team”, as set out in the Complaints Model
issued by the Complaints Wales Group

Recommendation

That the revised Corporate Comments, Compliments and Complaints
Policy outlined above is approved.

Reasons for Proposed Decision

To agree a revised Corporate Comments, Compliments and Complaints
Policy which takes appropriate account of the Complaints Wales Group
Proposals for a Model Concerns and Complaints Policy.

Appendix

Revised Corporate Comments, Compliments and Complaints Policy —
Appendix 1
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List of Background Papers

Corporate Comments, Compliments and Complaints Policy — Sept. 2003

Complaints Wales Group Proposals for:

1. Model Concerns and Complaints Policy for adoption by Public Services
Providers in Wales

2. Guidance for Public Service Providers on Implementing the Model
Concerns and Complaints Policy

Wards Affected
All

Officer Contact

Karen Devereux

Corporate Strategy Co-ordinator
Telephone: 01639 763247
Email: k.devereux@npt.gov.uk
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COMPLIANCE STATEMENT

2 REVISED CORPORATE COMMENTS, COMPLIMENTS AND
COMPLAINTS POLICY

(@) Implementation of Decision
The decision is proposed for implementation after the three day call-
in period

(b)  Sustainability Appraisal

Community Plan Impacts

Economic Prosperity - No impact
Education and Lifelong Learning - No impact
Better Health and Well Being - No impact
Environment and Transport - No impact
Crime and Disorder - No impact

Other Impacts

Welsh Language - Positive impact
Sustainable Development - No impact

Equalities - Positive impact
Social Inclusion - Positive impact

(c) Consultation

There has been no requirement under the constitution for external
consultation on this item.
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Appendix 1

NEATH PORT TALBOT COUNTY BOROUGH COUNCIL
CYNGOR BWRDEISTREF SIROL CASTELL-NEDD PORT TALBOT

CORPORATE COMMENTS, COMPLIMENTS AND COMPLAINTS

PoLICY
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1.1

1.2

1.3

2.1

2.2

Corporate Comments, Compliments and Complaints Policy

Introduction

This document details the Authority’s policy and procedure for dealing
with comments, compliments and complaints received from members of
the public and is designed to assist everyone in the implementation of the
new policy and procedure.

The procedure will apply to activities carried out by the Authority’s
employees and to ‘contractors’ providing services to the Authority.

If there are any questions relating to the policy and procedure then help
and advice is available from the Complaints Officers, the Monitoring
Officer, Deputy Monitoring Officer and also the Corporate Strategy Team
within the Chief Executive’s Office. A list of contacts is found at
Appendix 2.

Obijectives of the Policy and Procedure

Comments, compliments and complaints should be viewed positively and
are an invaluable source of information about the services that we
provide.

The objectives of this policy and procedure are:-

e the public will find it easy to complain and get things put right when
the service they receive is not good enough;

e to settle complaints to the satisfaction of the public wherever
reasonably possible;

e where this is not possible, to fully explain the reasons for the situation
complained about;

e to empower all employees, managers and Complaints Officers to deal
with complaints promptly and close to the point of service delivery;

e to learn from comments, compliments and complaints by using them
as a tool to achieve improvements and better practices in service
delivery; and
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3.1

3.2

3.3

3.4

e to use comments, compliments and complaints to monitor the
effectiveness of the Authority’s equalities policies.

Key Principles Behind the Policy

Corporate Commitment:

Complaints are not solely the business of Complaints Officers and senior
management. Dealing with complaints and queries from the public is part
of the day to day responsibility of all employees and managers who have
the opportunity to resolve complaints at an early stage. Complaints
should be resolved swiftly and as close to the problem as possible.
Employees in contact with the public will need encouragement, training
and support to see that this happens. Rather than feeling threatened by
complaints, all employees are expected to listen carefully to them and
consider whether they present an opportunity to raise the standard of the
services that we provide.

Equality:

Complaints and complainants will be dealt with equally and fairly in
accordance with this Complaints Policy and with other relevant policies
and schemes of the Authority such as the Welsh Language Scheme and
equalities policies.

Openness:

Complaints should be dealt with in a positive fashion and in a spirit of
dialogue with the public. Those dealing with complaints should not be
unreasonably defensive of earlier decision making. The complaints
system will sometimes give the Authority a second opportunity to resolve
matters to the mutual satisfaction of itself and the complainant and, at the
very least, will always give an opportunity for the Authority to
thoroughly explain its position.

Fairness:
The consideration of complaints must involve an independent element. It

must also be and be seen to be fair to the complainant, other service users
and employees if it is to gain the confidence of all.
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3.5

3.6

4.1

5.1

5.2.

Visibility and Accessibility:

The Authority must make sure that members of the public know how and
where to comment or complain about our services at any point in the
process. Some members of the public may need encouragement or
assistance, particularly in pursuing complaints. To ensure people are not
excluded from the complaints procedure flexibility is needed to meet the
different needs of different people.

A Learning Authority:
Comments, compliments and complaints are a valuable management tool

which can provide an indication of how we are performing and
importantly, assist in improving service provision.

Comments and Compliments

Comments and compliments are welcome and appreciated. Public
perception, monitored over a period of time provides an important and
measurable benchmark of how the Authority is performing. Additionally,
suggestions and ideas from the public are important in terms of improving
customer care and service quality. Compliments, are particularly
appreciated as they provide confirmation that the Authority and its
employees provide services which meet or exceed expectations and have
a very positive effect on employee morale.

Other Statutory Remedies and Complaints Procedures

Sometimes the law gives members of the public specific rights of appeal
or other remedies if they have grievances. Often, if these rights are not
exercised in time they will be lost. In addition, the use of these rights of
appeal will often be the only way in which a particular decision can be
questioned. In these cases, the complaints system is not appropriate and
members of the public should be directed to alternative remedies.

Examples of those other remedies are:

e Council Tax Benefit and Housing Benefit appeals for persons who
wish to challenge benefits decisions;
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5.3

5.4

9.5

e External or Internal Audit for those who wish to question matters of a
financial nature;

e Social Service’s Complaints System for clients, including children and
young people who wish to question service provision;

e Education Appeals Panels dealing with issues such as school admission
and exclusion;

e Licensing appeals to the Magistrates Court;
e Planning appeals to the National Assembly for Wales;

e Reference to the Public Services Ombudsman for Wales where there is
a complaint that a councillor or co-opted member has broken the
Member’s Code of Conduct; and

e West Wales Valuation Tribunal (Council Tax).
School Cases

Some issues now lie entirely within the powers and discretion of school
governors. Clearly, there is no intention to use an Authority procedure to
pursue a complaint that can only be resolved by school governors. Many
schools already have well established procedures for handling such
issues, and all schools are encouraged to offer suitable arrangements to
parents and members of the public if they wish to complain about a
matter within the powers of their governors.

Freedom of Information Act

The Freedom of Information Act 2000 together with the Environmental
Information Regulations 2004 gives the general public rights to see or
receive recorded information held by public authorities (including Neath
Port Talbot County Borough Council). In addition there are also rights
available to individuals under the Data Protection Act 1998 to have
access to personal data relating to them held by public authorities and
other persons and/or organisations. (Please refer to relevant policy).

The public should be advised of these statutory remedies and informed of
the appropriate contact point as listed in Appendix 3. Requests can be
submitted by letter or e-mail (foi@npt.gov.uk).
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5.6

5.7

5.8

5.9

5.10

5.11

5.12

Insurance Disputes

Some cases are better referred to the Authority’s Insurance Officer. This
IS appropriate where there is a simple one-off complaint that someone has
sustained damage or financial loss arising out of a negligent act or indeed
a failure to act.

There are other cases where it will only be apparent that it is an insurance
issue when a complaint investigation has begun. In that case, it might be
appropriate either to continue the investigation with the agreement of the
insurers or to refer the matter to the insurers for them to deal with.
Complainants to be kept informed of which section is dealing with their
case.

It is very important that no officer makes any admission of liability in
any case which has an insurance element, since this might void the
policy and cause the loss to fall on the Authority not the insurers.

The procedure is there to help members of the public and service users in
their dealings with the Authority; it is not there to act as a substitute
dispute resolution method for those who have a special relationship with
the Authority by virtue of a contract or in some other way. There are
specific legal methods of resolving those disputes, such as employment.

Complaints Involving More Than One Service Provider

There are occasions when a complaint received will involve more than
one organisation. Having established the elements of the complaint and
which organisations are involved, the Complaints Officer should contact
their counterpart(s) in the other organisation(s) involved. The Complaints
Officer should then decide which of them should lead on co-ordinating
the response to the complainant. It would seem sensible that this should
be the organisation with the greatest involvement in the complaint.

The role of the Complaints Officer allocated to the complaint in question
is to co-ordinate the investigation in each of the service areas involved.
The ultimate aim, therefore, is to provide the complainant with a single
comprehensive ‘joint’ response on behalf of the organisation involved.

There will be complaints where each element is sufficiently distinct and
separate so that all that will be required is to set out the details and
outcomes of each investigation strand and then add an overall conclusion
to the response.
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5.13

5.14

5.15

5.16

However, it is recognised that there will be some cases where the
resolution and remedy of a complaint will involve agreement by all
involved and that this could lead to tensions and disagreement. Where
such disagreements lead to an impasse, it may mean having to refer the
problem to senior management within each of these organisations
(depending on the seriousness possibly Chief Executives) in order to try
to resolve the situation.

Where the impasse still cannot be resolved, it may be prudent to refer the
matter at this point to the relevant external independent complaint handler
at Stage 3 (e.g. the Public Services Ombudsman for Wales). However,
the complainant should be told of this intention, together with the reason
for it and their agreement should be sought before such a referral takes
place.

Partnership Services

It is good governance practice for every partnership established to have in
place at the outset a protocol for dealing with complaints. That protocol
should make clear where accountability lies within the partnership for any
services delivered — i.e. does responsibility rest with the partnership as an
entity or is each partner accountable for specific aspects of service
delivery?

Given that in most public service provider partnerships many members
will be subject to the Ombudsman’s complaints model procedure, it is
recommended that those providers endeavour to agree a protocol with
their partners for dealing with complaints in a way that corresponds with
this model. In particular, it is recommended that:

e Partnerships establish a complaints handling process for services
that they as a partnership deliver.

e They identify and publicise a single point of contact for
complaints in respect of their activities/services.

e The person/team identified, co-ordinates the investigation of the
complaint on behalf of the partnership. Depending on the nature
of the complaint, if the complaint concerns dissatisfaction with
the service delivered by one particular partner, it may be more
appropriate to refer the investigation on to that particular partner
to deal with.
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5.17

6.1

6.2

6.3

e The partnership ensures that lessons are learnt from complaints
received and considers whether there are any that should be
shared more widely.

Complaints Concerning Services That Have Been Contracted Out

Even though public service providers may contract out the provision of
services to private/voluntary organisations, this does not absolve the
public service provider of their responsibility for those functions.
Contracts need to include as a matter of course a provision for
complaints handling.  This should include the requirement for
organisations contracted to provide services to comply with similar
complaint handling arrangements (i.e. the two stages), with the outcome
report/letter being copied to the public service provider. Such
organisations should also inform complainants of the third external stage
and their right to complain to the Public Services Ombudsman for
Wales.

Defining a Complaint

The British Standard 8600 simply defines a complaint as “any expression
of dissatisfaction by a customer, whether justified or not”. Beyond this
simple definition, much time can be wasted in debating the question of
what is to be counted as a complaint. The Authority determines that a
complaint has been lodged where someone feels that the Authority
has failed to do something or done something badly or if they feel
they have been unfairly treated by the Authority.

Complaints in respect of this procedure do not include requests for
services e.g. reporting a broken street lamp or a damaged pavement.
Such matters only become complaints when they have been reported and
the Authority promised to amend the situation and then failed to do so.
Likewise, complaints to the Authority about third parties e.g. about noisy
neighbours do not constitute a complaint for the purposes of this
Complaints Policy, unless the matter has been reported to the Authority
and the Authority failed to investigate it. A complaint is not a means to
seek change to legislation or appeal against a ‘properly made’ decision.

Issues about non compliance with the Welsh Language Scheme, which
can include gaps in the provision or continuity of services to the public
through the medium of Welsh, constitute a complaint.
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6.4

6.5

6.6

Comments on the Authority’s services, likewise, are not complaints under
this procedure. Comments are statements by members of the public or
service users about the service provided (or not provided) by the
Authority. They may be compliments or suggestions as to how services
could be improved. They may be views or representations, perhaps
adverse, about the Authority’s policy and provision. In each case the
employee receiving the comment will need to thank the member of the
public for taking the trouble to express their views, describe how it will
be dealt with if further action is required and then refer the comment on,
if appropriate. As with requests for services, comments should not be
regarded as complaints. It is important however, that comments are fed
back to the section or employee responsible as such feedback can be very
useful.

Complaints that are Equalities Related including “Hate Crimes”

Complaints about services and employees that fall within the definition of
“equalities related” are to be recorded as such. Complainants may believe
they have been the subject of unlawful discrimination, harassment and
victimisation because they are from a group with “protected
characteristics”, which include: race, age, disability, sex, religion or
belief, marriage and civil partnership, pregnancy and maternity, gender
reassignment and sexual orientation. An ‘“‘equalities related” complaint
will also include complainants who have not received a service which
complies with the Welsh Language Scheme. The Corporate Strategy
Team can help provide advice on how to investigate these types of
complaints, which may be sensitive in nature.

Also the Community Safety Team can provide contact details for the
Police’s Hate Crime Officer, who can investigate hate crime related
complaints. Complainants who believe they have been the victim of a
hate crime should be encouraged to report the crime directly to the Police.
However, if the complaint concerns services provided by the Council or
its employees the complaint still needs to be investigated in accordance
with this Complaints Policy. “Hate Crimes” mean any incidents or
crimes regarded as such by the victim, the police or employees of this
Authority. Examples of hate crimes include for instance members of the
public alleging they have been verbally abused because of their race or
disability etc. The data collected from either completed Comments,
Compliments and Complaints forms or computerised recording systems
will help the Authority monitor such incidents.
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6.8

6.9

6.10

6.11

6.12

7.1

Time Limits

It is not reasonable to expect the Authority to deal with complaints where
the cause of complaint arose some years ago. It is very difficult to
establish the facts of issue in these circumstances, often employees will
have moved on and sometimes records will have been discarded.

The Authority will therefore not consider complaints where the cause of
complaint arose over two years ago, except where the relevant
Complaints Officer considers that it would not have been reasonable to
expect the complainant to have used the system or where other
exceptional circumstances exist.

Repeated Complaints and Those Already Dealt With

Sometimes a complaint cannot be resolved to the satisfaction of the
complainant and he or she continues restating the complaint to the
Authority. In these cases, officers must ensure that all avenues have been
exhausted before referring the complainant to the Ombudsman. Care
should be taken to ensure that a new point in an old complaint is not
ignored but, where the substantive issue has been dealt with, the
procedure is not designed to go over old ground.

Equally, the system is not appropriate where issues have already been
determined by a third party e.g. the Ombudsman.

Guidance on dealing with unacceptable actions by complainants is
contained in the Guidance Notes in Appendix 5.

Complaints Procedure

Summary

The Authority’s complaint procedure involves two stages. Firstly, there
is the Stage One where the initial complaint is lodged and dealt with at
the strictly operational level by the relevant manager and his or her
employees. Secondly, there is the Stage Two where the complaint is
investigated by the relevant Complaints Officer. A complaint can also be
made to the Ombudsman at anytime. However, the Ombudsman
normally expects the complaint to have been raised with the body
concerned and given them a reasonable opportunity to investigate and
respond before contacting him.
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7.2

7.3

7.4

7.5

7.6

7.7

All complaints will be recorded, either on the Comments, Compliments
and Complaints Form or electronically if a computerised system is used
to record and track service requests. The Comments, Compliments and
Complaints Form is available on the intranet for Complaints Officers and
employees to use. The complaints information is available on the
Council’s website and employees should make it available to all
complainants who require it, especially those who do not have access to
the internet.

For further information also refer to the Employee Guide (Appendix 4)
and Guidance Notes (Appendix 5).

All complainants will be provided with details of the complaints
procedure and equalities monitoring information will be collected for all
Stage Two complainants. The Equalities Monitoring Form is included in
Appendix 6. It is important that complainants are encouraged to consider
and provide the information required by the Equalities Monitoring Form
because this information will be useful for monitoring purposes.

Who May Submit a Complaint?

A complaint may be made by a member of the public or his or her
representative such as a relative or friend, a Councillor or an organisation.
Where the complaint is not made directly by the individual concerned that
individual must authorise the Authority to disclose information to the
person or body acting on their behalf and indicate that they support the
complaint by completing the Representatives Authorisation Form, in
Appendix 7. References made in this document to complainants are also
applicable to complainant’s representatives.

The Authority is committed to improving opportunities for children and
young people by actively seeking and listening to their views.
Complaints will therefore be accepted by or on behalf of children and
young people.

How to Make a Complaint
Complainants can make a complaint by for instance:
e Completing a Comments, Compliments and Complaints Form

e Calling and seeing in person an employee, for instance at the One
Stop Shops
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7.8

7.9

7.10

7.11

7.12

e Phoning the Authority on 01639 686868 or by using the Welsh
language telephone line 01639 686869

e Printing off the Comments, Compliments and Complaints Form from
www.npt.gov.uk and either posting or handing it to us

e Writing a letter or e-mailing contactus@npt.gov.uk

e Completing the general contact form on www.npt.gov.uk

Complainants can make a complaint in whatever format (large print,
Braille, on tape or disc) or language they choose to use.

In accordance with the Welsh Language Scheme, the public can
communicate with the Authority in Welsh or English and this includes
welcoming correspondence in Welsh or English. Employees dealing with
complaints must clarify the complainants’ preferred language for dealing
with their complaint, whether it is Welsh, English or another language.

Stage One - Initial Complaint

This stage should be part and parcel of frontline service delivery and not
viewed as separate from it. The best way to deal with complaints is to try
to sort them out on the spot. This can often prevent a minor complaint
from becoming a major issue. The complainant may only be seeking an
explanation of a decision or action. But if an explanation or simple
remedial action is not forthcoming, this could easily develop into a more
serious complaint, which will need to be investigated by the Complaints
Officer. Officers should specifically consider whether other services or
indeed other statutory agencies could assist in dealing with the complaint.

When a complaint cannot be sorted on the spot and needs to be
investigated, the complainant should be given or sent an
acknowledgement and the complaint should then be investigated by the
manager or nominated employee. A written explanation of the outcome
of the investigation and the complaints procedure should be sent to the
complainant. A mechanism should be in place to record stage one
complaints, which are to be monitored by Complaints Officers.

Complaints should not be resolved at the informal Stage One if they
concern issues where it appears a service failure has occurred due to an
obvious systemic problem. Instead they should be dealt with as a Stage
Two.
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7.13

7.14

7.15

7.16

7.17

7.18

7.19

8.1

If the explanation at Stage One does not prove satisfactory and the
complainant wishes to take the complaint further, it then becomes a Stage
Two complaint and the following procedure is to be adopted.

Stage Two - Complaints: The Complaints Officer

Should the complainant be dissatisfied with the response or outcome at
Stage One, the complaint will be referred and all documentation passed to
the appropriate Complaints Officer for investigation. All directorates are
required to appoint Complaints Officers.

‘Investigate once, investigate well’ is the principal for this stage. A
complaint investigation is a fact finding exercise that is impartial, open,
transparent and proportionate to the seriousness of the complaint.

It is recognised that the officer investigating a complaint may not (nor
could they be expected to) have knowledge of specialist fields and the
assistance of appropriate officers may be required.

The Complaints Officer is responsible for investigating the complaint and
must respond in writing to the complainant within the time limits. For
identification purposes, each complaint will be given a unique reference
number at Stage Two.

An Equalities Monitoring Form is to be sent out with the written response
to the complainant. The Complaints Officer must record the complaint
and should keep track of (and record) progress and ensure timescales are
met.

It may be that the complainant remains dissatisfied for some reason.
Therefore, in all cases the complainant should be informed that if they
remain dissatisfied then they have the right to seek an independent
external consideration of the complaint. Information about making a
complaint to the Public Services Ombudsman for Wales and other
appropriate complaints handlers, such as the Welsh Language Board,
should be provided.

Timetable
In the event that a Stage One complaint is not resolved on the spot, the

complainant will receive a written response on the findings of the
investigation within 10 working days. If this is not possible, the
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8.2

9.1

9.2

10.

10.1

10.2

complainant will be kept informed in writing of the progress of the
investigation and provided with a revised date for the completion of the
investigation.

For a Stage Two complaint, the complainant will receive a written
response on the findings of the investigation within 20 working days. If
this is not possible, the complainant will be kept informed in writing of
the progress of the investigation and provided with a revised date for the
completion of the investigation.

Extraordinary Circumstances

In the event that an anonymous complaint is received or the complainant
Is unwilling to provide their name and address, the matter may still be
investigated. Obviously in this instance, the procedure will need to be
modified to suit the particular circumstances. The Comments,
Compliments and Complaints Form must still, as far as is possible, be
completed.

If the complaint is of a very serious nature such as an allegation of
criminal activity, financial impropriety or of serious officer misconduct,
the complaint should be referred to senior management for investigation.
All documentation relating to the complaint will be completed and
retained by the relevant senior manager.

Complaints about Employees

Where the complaint concerns allegations about the behaviour of an
individual employee, the complaint may be passed immediately to the
line manager and relevant Complaints Officer for investigation. He or
she should ensure that the complaint is dealt with fairly and that an
opportunity is given to the employee to answer any charges made against
him or her.

Where the officer dealing with the complaint is satisfied that there is a
case to answer, the matter should be referred for consideration under the
Disciplinary Policy. The complainant should be informed of this. The
complaint should be examined at this stage to see whether it would be
possible to resolve it without awaiting the outcome of disciplinary
proceedings. In some cases however it would not be appropriate to go
any further without completing disciplinary proceedings. On conclusion
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111

12.

of such proceedings, the complainant should be told that the proceedings
have been completed but should not be told whether disciplinary action
has been taken against an employee. Senior management will be kept
informed of the investigation and outcome.

Public Services Ombudsman for Wales

In the event that a complaint is referred to the Public Services
Ombudsman for Wales, then the Monitoring Officer or Deputy on behalf
of the Chief Executive will deal with that complaint. The service to
which the complaint is directed will co-operate with the Monitoring
Officer or Deputy in processing the complaint in accordance with the
protocol set out in Appendix 8.

Monitoring

12.1 All complaints can be monitored in terms of:

Number, stage and category of complaints
Adherence to timescale(s)
Outcomes
Geographical source of complaint by postcode
Gender, age and ethnic group of complainant(s) and other protected
characteristics referred to in “Complaints that are Equalities Related”
section.
e Complainant(s) language of choice (if not English)
(Confirmation of complainant(s) language of choice must be clarified
at stage 1)
e Any resultant service delivery changes

Oracle Complaint Categories:

Access to records (mainly used for queries)

Advice (mainly used for queries)

Complaint against another resident

Disagreement with assessment

Level of service

Other equalities complaint

Own Local Authority (Social Services — looked after children etc.)
Policy dispute
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12.3

12.4

125

Public complaint

Quality of service
Quality of service food
Racial incidents

Staff attitude

Welsh Language Scheme
Disability

Monitoring of Complaints

Complaints Officers will be responsible for ensuring that effective
monitoring procedures and systems for the above are in place for all
complaints. The main source for the monitoring information will be the:

e Oracle Complaints System
e Comments, Compliments and Complaints Form

e Equalities Monitoring Form

Monitoring and analysis of complaints should be undertaken in order that,
where possible, action may be taken to remedy situations which attract
regular complaints. Monitoring, analysis and review of service delivery
matters should also be undertaken on a service basis and should cover an
analysis of the items listed above and any resultant proposed service
delivery changes. Complaints Officers will report the results of the
monitoring and analysis exercise to the relevant Board/Committee at least
on an annual basis but preferably on a biannual basis. Reports will not
indicate the identity of any of the complainants. A copy of the report will
also be forwarded by Complaints Officers to the Corporate Strategy Team
for central monitoring purposes.

The Corporate Strategy Team will collate and summarise Stage Two
complaints and report annually to the Board/Committee for Policy and
Resources. Complaints information should be used, where appropriate, to
consider if there is potential to improve policies, procedures and services.

Complaints Officers will also monitor the number and content of
comments and compliments and will report the results of the monitoring
exercise to the relevant Board/Committee on a biannual basis. The
monitoring exercise and report will encompass an analysis of which
individual, function or service is being complimented, perceptions of the
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131

13.2

13.4

135

14,

141

14.2

service and any suggestions or ideas for improvements. Any suggestions
or ideas implemented should also be reported.

Publicity and Assistance

Information on the Complaints Policy will be publicised via the Council’s
website and which employees will print off when required (Appendix 9).
It is the responsibility of each Complaints Officer to ensure relevant
officers for their directorate are aware of the Complaints process and how
to access the information when required.

Information on the Complaints Policy will be available in Braille, large
print and on tape on request.

The Authority’s website has the facility for comments, compliments and
complaints to be e-mailed.

It is the personal duty of managers, Complaints Officers and employees

to ensure that any person needing help to formulate a complaint gets that
help.

Confidentiality

Any information provided by the complainant in the course of making a
complaint shall be treated as having been given to the Authority “in
confidence”.

Accordingly, such information shall be treated as confidential and shall
not be used for any purpose(s) other than the investigation of the
complaint made unless:

The complainant gives his/her consent to disclosure of the
information (or any part thereof), or

There is sufficiently robust public interest justification in the
disclosure of the information (or any part thereof) and such disclosure
is made in compliance with the principles of the Data Protection Act
1998, or

Disclosure of that information is required by Law.
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14.4

145

15.

151

15.2

15.3

In conducting an investigation of a complaint the Authority will consult,
for the purposes of comparison of information, all relevant files and
information, including information which is held by sections of the
Authority other than the section complained about.

Where it is necessary to disclose the identity of the complainant to
another officer in order to investigate the complaint then consideration
should be given to seeking the complainant’s specific consent. This
should always be done where the complaint is about the conduct of a
particular officer and it is necessary to disclose the complainant’s identity
in order to conduct the investigation.

Depending on the nature of the complaint it may be necessary to obtain
the complainant’s permission to access their personal file. If the
complainant refuses to give permission, then it should be explained to
them that this will have an effect on the ability to conduct a thorough
investigation.

General

All documentation/forms must be compiled and stored in accordance with
the procedure. In the event that the complaint is referred to the
Ombudsman, the documentation and procedure followed will be of prime
Importance.

Where a complaint arises which crosses service boundaries, the lead
investigating officer will be the officer from the service where the initial
complaint was received.

Any queries regarding the operation of the Comments, Compliments and
Complaints Policy should be directed to the nominated Complaints
Officer.
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COMPLAINTS OFFICERS AND CONTACT POINTS

Appendix 2

SERVICE NAME BUILDING TEL /EXT NO E-MAIL
Chief Executive’s Office Sue Voisey Port Talbot CC 3934 s5.voisey@
Social Services, Health and Housing | Leighton Jones Port Talbot CC 3394 l.jones@
Education, Leisure and Carl Glover Aberafan House 3139 c.glover@
Lifelong Learning
Finance and Corporate Services Sue Voisey Port Talbot CC 3245 5.voisey@
Environment Ross Williams The Quays 6799 r.j.williams@
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10.

11.

12.

Appendix 3

ALTERNATIVE REMEDIES - CONTACT POINTS

Council Tax and Housing Neath (01639) 764701
Benefit Appeals Port Talbot (01639) 763237
External Audit (01639) 763248
Internal Audit (01639) 763634
Social Services Statutory Complaints Procedure (01639) 763445
Education Appeals Panel (01639) 763598

(01639) 763600

Licensing Appeals —

Internal (NPTCBC) (01639) 764262
External (Magistrates) (01639) 765900
Planning Appeals - National Assembly (02920) 823857
Council’s Monitoring Officer (01639) 763368
West Wales Valuation Tribunal (Council Tax) (01267) 235071
Schools Head teacher of the school

Information Commissioner for Data Protection, Relevant FOI Officer
Freedom of Information and Environmental
Information Regulation Complaints

Insurance Officer (01639) 763710
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Corporate Complaints Policy

Employee Guide for Dealing with Complaints

What is a complaint?

When someone feels that the Authority has failed to do something, done
something badly or if they feel they have been badly treated by the Authority.
A request for a service is NOT a complaint. Make sure that the complaint is not
covered by some other complaint or appeals system or should be referred to the
Insurance Section. A complaint can be made in person, in writing or via the
telephone.

Who can make a complaint
A member of the public including children and young people, their
representative such as a relative or friend, councillor, or organisation.

Recording a complaint
All complaints must be recorded.

Dealing with a complaint

Establish language preference (English or Welsh) of the complainant and ensure
all correspondence is in their preferred language. If it is not obvious, try to find
out what the complainant expects. If possible, sort the complaint out on the
spot. If this can’t be done, tell the complainant that the complaint will be
investigated and a written reply will be provided within 10 working days, or if
this is not possible, give a revised timescale or date. Keep the complainant
informed of any deadlines that have not been met. Give or send an
acknowledgement to the complainant.

Complainant satisfied with response

No further action required. Inform the Complaints Officer for the Service (via
form/Oracle system) and keep all documentation safe for the Complaints
Officer.

Complainant not satisfied with your response

Inform complainant and/or representatives that the next stage in the process is
for the Complaints Officer to investigate the complaint. Pass the complaint and
all documentation to the Complaints Officer.
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Anonymous complaints or allegations of criminal activity

If the complaint is anonymous or the complainant does not wish to provide their
name, the complaint may still be investigated. The Comments, Compliments
and Complaints Form must be completed with as much information as is
possible. The procedure for investigating the complaint may then need to be
modified to suit the circumstances. If the complaint alleges criminal activity,
financial misdeeds or serious employee misconduct, the complaint is to be
referred to senior management for investigation.

Complaints about employees
All complaints about employees should be passed to your Complaints Officer.

The Complaints Procedure
Stage 1 - Informal stage - answered on the spot or investigated by employees.
Stage 2 - Formal stage - investigated by the Complaints Officer for directorate.

A complaint can be made to the Public Services Ombudsman for Wales at
any time. However, the Ombudsman normally expects the complaint to
have been raised with the body concerned and given them a reasonable
opportunity to investigate and respond, before contacting him.

General
If a complaint involves more than one service, the service where the complaint
was received will generally carry out the investigation.

If you have any queries or require further information, please see the Corporate

Comments, Compliments and Complaints Policy document or contact your
Complaints Officer.
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Appendix 5

Neath Port Talbot County Borough Council

Complaints Investigation

Guidance Notes for Employees
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1. Introduction

Most complaints should be capable of being resolved speedily and simply.
There are however, occasions where there will be a need for an
investigation. These guidance notes are designed to assist in these
investigations.

2. Investigative Guidelines

2.1  The complaint must be investigated in accordance with the Authority’s
Policy, Procedure and timetable.

2.2  Check to see if complainant has made previous or similar complaints.

2.3  Contact the complainant to:-

Clarify the complaint.

See if the complaint can be answered quickly without a formal
investigation.

Determine if the Complaints Policy is the most appropriate for the
complaint.

Clarify what outcome if any is expected.

Check to see if complainant needs any support or help for sight, hearing
or language problems and so on.

Explain the investigative procedure.

Explain the timetable.

2.4 If the complaint is about a proposed action by the Authority, should or
could the action be deferred while the complaint is investigated?

2.5

Investigative Procedure:

e Ensure complete confidentiality at all times.

¢ Obtain all relevant documentation, letters, reports and files etc.

o Establish the sequence of events and names of everyone involved.
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e Check for any relevant Authority policy, procedure or guidelines.

e Arrange to interview of all relevant parties. Consider if you need a
witness.

e In the event that there is a risk of violence when dealing with a
complainant face to face, appropriate steps are to be taken to create a
safe environment for the interview. Arrange for someone to accompany
you and inform the complainant that if there is any suggestion of
aggressive behaviour, verbal or physical, the interview will be stopped.

e The Authority, by the provisions of the health and safety legislation has
an obligation not to knowingly place an employee at risk. Therefore, as
a last resort, the Authority could refuse to investigate the complaint. If
this decision were challenged, the Authority would have to demonstrate
that it had acted reasonably as the decision could be challenged by a
complaint to the Ombudsman.

e At the end of the interview, summarise the main points to the
complainant.

e Make a formal record of the interview as soon as possible after the
interview and whilst it is still fresh in your mind.

e If the complaint is about a particular establishment, visit the
establishment unannounced to check normal practice for yourself.

o If the complaint crosses services boundaries, the complaint should be
investigated by the officer of the service where the initial complaint was
received. Alternatively, a joint investigation by the services concerned
may be more appropriate.

¢ |f necessary, obtain technical, specialised or legal advice from within the
Authority. In exceptional circumstances, it may be necessary to obtain
approval from your Corporate Director to go outside the Authority.

o Keep the complainant informed of the reason for any timetable overrun
or amendments.

3. Investigation Findings and Remedies

3.1 Determine if the complaint is justified or not. Consult with senior officers
If necessary.
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3.2

3.3

3.4

3.5

4.1

4.2

4.3

4.4

If justified, determine what remedial action is required. The basic
principle is that as far as possible, the complainant should be put in the
position they were in if things had not gone wrong.

The complaint may be remedied by providing a suitable apology and
providing the service that the complainant wants. In other instances, a
change of procedure or policy may be needed which could need to go to
Members for approval.

Ensure that where possible, the remedy is actioned and carried out.
Write to the complainant. Your written reply should:-

Convey the outcome of your investigation.

What remedial action, if any, will be undertaken.

Aim to answer all points of concern.

Be factually correct.

Avoid jargon.

Be signed by yourself.

Contain a contact telephone number.

Tell the person what they can do next if they are still not satisfied.

Unacceptable Actions by Complainants

This section sets out the Authority’s approach to the relatively few
complainants whose actions or behaviours are considered unacceptable.
The term complainant includes anyone acting on behalf of a complainant
or who contacts the Authority in connection with a complaint.

It is important to deal fairly, honestly, consistently and appropriately with
all complainants, including those whose actions are considered
unacceptable because all complainants have the right to be heard,
understood and respected. It is also considered that the Authority’s
employees have the same rights too.

Although the complaints service should be accessible to all complainants,
where it is considered that a complainant’s actions are unacceptable, the
right to restrict or change access to the complaints service is retained.

There is the need to ensure that other complainants and the Authority’s
employees do not suffer any disadvantage from complainants who act in an
unacceptable way.
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6.1

6.2

6.3

7.1

1.2

Defining Unacceptable Actions by Complainants

People may act out of character in times of trouble or distress. There may
have been upsetting or distressing circumstances leading up to a complaint
being made. The Authority does not view behaviour as unacceptable just
because a complainant is forceful or determined. In fact, it is accepted that
being persistent can be a positive advantage when pursuing a complaint.
However, the actions of complainants who are angry, demanding or
persistent may result in unreasonable demands on the Authority or
unacceptable behaviour towards employees. It is these actions that are
considered unacceptable and ones that need to be managed. Such actions
are grouped under three broad headings:

Aggressive or Abusive Behaviour

Violence is not restricted to acts of aggression that may result in physical
harm. It also includes behaviour or language (whether oral or written) that
may cause employees to feel afraid, threatened or abused.

Examples of behaviour grouped under this heading include threats,
physical violence, personal verbal abuse, derogatory remarks and rudeness.
It is also considered that inflammatory statements and unsubstantiated
allegations can be abusive behaviour.

We expect our employees to be treated courteously and with respect.
Violence or abuse towards employees is unacceptable. It is acknowledged
that the anger felt by many complainants involves the subject matter of
their complaint; however, it is not acceptable when anger escalates into
aggression directed towards employees.

Unreasonable Demands

Complainants may make what are considered to be unreasonable demands
on the Authority through the amount of information they seek, the nature
and scale of service they expect or the number of approaches they make.
What amounts to unreasonable demands always depend upon the
circumstances surrounding the behaviour and the seriousness of the issues
raised by the complainant.

Examples of actions grouped under this heading include demanding
responses within an unreasonable time-scale, insisting on seeing or
speaking to a particular employee, continual phone calls or letters,
repeatedly changing the substance of the complaint or raising unrelated
concerns.
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These demands are considered unacceptable and unreasonable if they start
to impact substantially on the work of the office, such as taking up an
excessive amount of employee time to the disadvantage of other
complainants or functions.

Unreasonable Persistence

It is recognised that some complainants will not or cannot accept that the
Authority is unable to assist them further or provide a level of service other
than that provided already. Complainants may persist in disagreeing with
the action or decision taken in relation to their complaint or contact the
office persistently about the same issue.

Examples of actions grouped under this heading include persistent refusal
to accept a decision made in relation to a complaint, persistent refusal to
accept explanations relating to what the Authority can or cannot do and
continuing to pursue a complaint without presenting any new information.
The way in which these complainants approach the Authority may be
entirely reasonable, but it is their persistent behaviour in continuing to do
so that is not.

The actions of persistent complainants are considered to be unacceptable
when they take up what is considered to be a disproportionate amount of
time and resources.

Managing Unacceptable Actions by Complainants

There are relatively few complainants whose actions are considered by the
Authority to be unacceptable. How these actions are managed depends on
their nature and extent. If it adversely affects the Authority’s ability to do
its work and provide a service to others, complainant contact will need to
be restricted in order to manage the unacceptable actions. The aim will be
to do this in a way, wherever possible, that allows a complaint to progress
to completion through the complaints process. Contact in person, by
telephone, fax, letter or electronically or by any combination of these may
be restricted. Effort will be made to try to maintain at least one form of
contact. In extreme situations, the complainant will be told in writing that
their name is on a ‘no personal contact’ list. This means that they must
restrict contact with the Authority to either written communication or
through a third party.

The threat or use of physical violence, verbal abuse or harassment towards
employees is likely to result in the ending of all direct contact with the
complainant. Incidents may be reported to the Police. This will always be
the case if physical violence is used or threatened.
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9.4

9.5

9.6

9.7

The Authority will not deal with correspondence (letter, fax or electronic)
that is abusive to employees or contains allegations that lack substantive
evidence. When this happens the complainant will be told that their
language is considered offensive, unnecessary and unhelpful. They will be
asked to stop using such language and that there will be no response to
their correspondence if they do not stop. The Authority may require future
contact through a third party.

Employees will end telephone calls if the caller is considered aggressive,
abusive and offensive. The employee taking the call has the right to make
this decision, tell the caller that the behaviour is unacceptable and end the
call if the behaviour does not stop.

Where a complainant repeatedly phones, visits an office, sends irrelevant
documents or raises the same issues, the Authority may decide to:

Only take telephone calls from the complainant at set times on set days or
put an arrangement in place for only one member of staff to deal with calls
or correspondence from the complainant in the future

Require the complainant to make an appointment to see a named
employee before visiting the office or that the complainant contacts the
office in writing only.

Return the documents to the complainant or, in extreme cases, advise the
complainant that further irrelevant documents will be destroyed.

Take other action considered to be appropriate. However, the complainant
will always be informed of what action is being taken and why.

Where a complainant continues to correspond on a wide range of issues
and this action is considered excessive, then the complainant is told that
only a certain number of issues will be considered in a given period and
asked to limit or focus their requests accordingly.

Complainant action may be considered unreasonably persistent if all two
stages of the Complaints Policy have been exhausted and the complainant
continues to dispute with the Authority’s decision relating to their
complaint. The complainant is told that no future phone calls will be
accepted or interviews granted concerning this complaint. Any future
contact by the complainant on this issue must be in writing. Future
correspondence is read and filed, but only acknowledged or responded to if
the complainant provides significant new information relating to the
complaint.
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12.

121

12.2

13.

131

13.2

Deciding to Restrict Complainant Contact

Employees who directly experience aggressive or abusive behaviour from
a complainant have the authority to deal immediately with that behaviour
in a manner they consider appropriate to the situation and in line with this
Complaints Policy.

With the exception of such immediate decisions taken at the time of an
incident, decisions, to restrict contact with the Authority are only taken
after careful consideration by managers or Complaints Officers. Wherever
possible, the complainant is given the opportunity to modify their
behaviour or action before a decision is taken. Complainants are told in
writing why a decision has been made to restrict future contact, the
restricted contact arrangements and, if relevant, the length of time that
these restrictions will be in place.

Appealing a Decision to Restrict Contact

A complainant can appeal a decision to restrict contact. A manager who
was not involved in the original decision considers the appeal. They advise
the complainant in writing that either the restricted contact arrangements
still apply or a different course of action has been agreed.

Recording and Reviewing a Decision to Restrict Contact

Managers and Complaints Officers must record all incidents of
unacceptable actions by complainants, which they have managed. Where
it is decided to restrict complainant contact, an entry noting this is made in
the relevant file and on appropriate computer records.

A decision to restrict complainant contact may be reconsidered if the
complainant demonstrates a more acceptable approach.

Exceptional Circumstances

The Complaints Officer is responsible for deciding how best to deal with
complaints relating to an employee’s personal conduct. The Authority’s
Disciplinary Policy may or may not be invoked by the relevant senior
manager.

Complaints concerning possible criminal activity or financial impropriety
by an employee(s) are to be referred to senior management.
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13.3  Anonymous complaints should be investigated in the same manner as that
of a normal complainant. The documentation and procedure will have to
be modified to suit individual circumstances.

14.  Monitoring

14.1  All complaints will be analysed, monitored and reported as set out in the
Corporate Comments, Compliments and Complaints Policy.

15. General
15.1 All documentation, notes, letters, findings, reports and so on must be

retained. These will be very important should the complaint be referred to
the Ombudsman.
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Appendix 6
EQUALITIES MONITORING FORM

The Council operates equality policies that aim to ensure that everyone is treated
fairly and equally. To make sure that people are not discriminated against when
accessing our services we carry out monitoring and therefore would be grateful if
you could answer the following questions. The information you provide is
strictly confidential. Your name and address, where provided, will be removed
prior to processing.

Please tick appropriate boxes:

Gender

Male [ ] Female [ ] Transgender | |
Age

Under 16 | ] 16-24 ] 25-29 ]
30-39 [ ] 40-49 ] 50-59 ]
60-74 [ ] 75-85 [ ] 85+ [ ]
Disability

A person with disability is defined in legislation as someone who has “physical
or mental impairments which has a substantial and long-term adverse effect on
his/her ability to carry out normal day to day activities”.

Do you consider yourself to have a disability?

Yes [ ] No [ ]

Welsh Language

Fluent speaker & writer | | Fairly fluent speaker & writer | |

Fluent speaker || Fairly fluent speaker [ ]

Learner | ] Little or no knowledge [ ]

Do you wish to receive Council correspondence in Welsh?

Yes [ ] No ]
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If Yes, please specify if you want Welsh or bilingual correspondence and provide
your name and address.

Welsh || Bilingual [ ]

Name and address:

If you wish to inform us of this request separately please do so.

Religion/Belief

Christian [ | Muslim [ ]
Hindu || Sikh [ ]
Jewish | | Buddhist ]
No religion || Any other religion ]

Sexual Orientation

Heterosexual | | Lesbian

HEE

Gay | | Bisexual
Nationality

British

Welsh

Scottish

English

Irish

HRERERERERE

Other, please write in
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Ethnic origin

White
[ ] British
[ | rish

| | Any other White background, please write in

Mixed
| | White and Black Caribbean
| | White and Black African
| ] White and Asian

|| Any other mixed background, please write in

Asian

| ] Indian
E Pakistani

| | Bangladeshi

| | Any other Asian background, please write in
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| ] Caribbean

| | Any other Black background, please write in

Chinese or other ethnic group

[ | Chinese

| | Any other background, please write in

Which service dealt with your complaint?
Chief Executive’s Office | | Finance & Corporate Services | |
Social Services, Health & Housing || Environment ]

Education, Leisure & Lifelong Learning | |
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Appendix 7

NEATH PORT TALBOT COUNTY BOROUGH COUNCIL

Representatives Authorisation Form For Complaints

(Please insert details of your complaint)

and understand that my representative may receive personal information
relating to my complaint as part of the Authority’s response.
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Appendix 8
PROTOCOL FOR
HANDLING COMPLAINTS RECEIVED FROM THE OMBUDSMAN

The protocol set out below broadly follows the procedure currently adopted. As a
preliminary to implementing the procedure, services should indicate to the Principal
Solicitor (Corporate) and who is hereafter referred to as the Monitoring or Deputy
Monitoring Officer, the identity of the officer that will deal with all complaints. This
should be either the Head of Service in the relevant area or the Complaints Officer.
If the service intends that the Complaints Officer should deal with all Ombudsman
cases that Complaints Officer should have the appropriate authority to have access to
records and the appropriate administrative support to carry out the function.

Protocol

1.

On the day that the Chief Executive receives a complaint from the Ombudsman,
he will arrange for it to be taken to the office of the Monitoring or Deputy
Monitoring Officer.

On the day of receipt or the following day, the Monitoring or Deputy
Monitoring Officer shall send out copies of the complaint to the section or
sections concerned. The memorandum enclosing the complaint shall be
despatched to the officer nominated by the service. The memorandum shall
indicate the date by which the response should be back with the Monitoring or
Deputy Monitoring Officer.

On receipt of the copy of the complaint the officer concerned shall send an
acknowledgement to the Monitoring or Deputy Monitoring Officer. If the
officer concerned is not able to reply within the time requested he or she shall
indicate this to the Monitoring or Deputy Monitoring Officer and shall ask for
the Ombudsman to be contacted with a request for additional time to respond.
The request must be specific setting out the reasons for the request and a
realistic estimate must be given of when a response is likely. Officers should
also at this stage alert the Monitoring or Deputy Monitoring to any involvement
by another directorate

Provided that the response has been received by the date requested, the
Monitoring or Deputy Monitoring will then respond to the Ombudsman within
the deadline
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Nature of the Response

It should not be necessary to emphasise that all responses must be comprehensive
and frank. All responses should set out a chronology of the main events relating to
the complaint including dates of telephone complaints and correspondence from the
complainant. The officer compiling the response should consider providing copy
correspondence which has a substantive bearing on the complaint. In cases where a
Committee or Board decision is involved copies of reports and minutes should be
provided. Officers should comment specifically and in detail on the grounds of the
complaint. There should also be consideration of whether a proposal for settlement
of the complaint should be put forward.

Frequently the Ombudsman will ask for additional information. These requests will

be forwarded to the officers concerned by the Monitoring or Deputy Monitoring
Officer as soon as possible and will indicate a requested time for response.
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Appendix 9

Information on Complaints included on the Council’s Website

Comments, Compliments and Complaints

What do you think about us?

We want to provide good quality services for everyone whether they live, work in or
are visiting the Neath Port Talbot area. We would like to know what you think about
our services and facilities.

How do | let you know?

If you want to tell us about any of our services and/or facilities:

e Ask for a copy of the Comments, Compliments and Complaints Form from the
person you are already in contact with. If making a complaint, tell them you
want your complaint dealt with formally.

e Print off the Comments, Compliments and Complaints Form from
www.npt.gov.uk and either post or hand it to us.

e Come and see us in person at the One Stop Shops in Neath, Pontardawe and
Port Talbot.

e Phone us on 01639 686868 or on our Welsh language telephone line 01639
6868609.

e \Write us a letter.

e Online using our general contact form at www.npt.gov.uk

e E-mail us on contactus@npt.gov.uk

Please note the Council welcomes correspondence in either English or Welsh.

How do | complain?

Hopefully an initial complaint can be resolved on the spot. Where this is not the case
the complaint will be investigated by the manager of the service. If you are
dissatisfied with the outcome, the complaint will be referred to a Complaints Officer.

You can also complain to the Public Services Ombudsman for Wales at any time.
The Ombudsman normally expects you to have raised the matter with the body
concerned, and given them a reasonable opportunity to investigate and respond,
before you contact him. Contact details:

Public Services Ombudsman for Wales
1 Ffordd yr Hen Gae
Pencoed CF35 5LJ
@ 01656 641150
E-mail ask@ombudsman-wales.org.uk
Website: www.ombudsman-wales.org.uk
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When will | hear?

If your complaint cannot be sorted out on the spot we will look into it and you will
hear from us within 10 working days. Where a Complaints Officer needs to look at
your complaint you will hear from us within 20 working days. If any deadlines
cannot be met we will keep you informed and give you a new date.

Who are the Complaints Officers?

Chief Executives
Sue Voisey - 01639 763934
E-mail: s.voisey@npt.gov.uk

Education, Leisure & Lifelong Learning
Carl Glover - 01639 763139
E-mail: c.glover@npt.gov.uk

Finance and Corporate Services
Sue Voisey - 01639 763934
E-mail: s.voisey@npt.gov.uk

Environment
Ross Williams - 01639 686799
E-mail: r.j.williams@npt.gov.uk

Social Services, Health & Housing
(Inc. Environmental Health Services)
Leighton Jones - 01639 763394
E-mail: l.jones@npt.gov.uk

Or e-mail: complaints@npt.gov.uk
If you have a complaint about a school please contact the headteacher or
governors of that school.

If you are a child or young person and wish to complain about Social Services please
contact the Children’s Complaints Officer on 01639 763445 / freephone 0800 052

2281
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Neath Port Talbot County Borough Council is committed to dealing effectively with
any concerns or complaints you may have about our services. We aim to clarify any
issues about which you are not sure. If possible, we’ll put right any mistakes we may
have made. We will provide any service you’re entitled to which we have failed to
deliver. If we got something wrong, we’ll apologise and where possible we’ll try to
put things right. We also aim to learn from our mistakes and use the information we
gain to improve our services.

When you express your concerns or complain to us, we will usually respond in the
way we explain below. However, sometimes you may have a statutory right of
appeal, for example Council Tax benefit or planning appeals. So rather than
investigate your concern, we will explain to you how you can appeal. Sometimes,
you might be concerned about matters that are not decided by us, for example
decisions or policies agreed by the Welsh Assembly Government, and we will then
advise you about how to make your concerns known.

Also, this policy does not apply if the matter relates to a Freedom of Information or
Data Protection issue. If you do have this type of request, it should be submitted in
writing, either by letter or e-mail foi@npt.gov.uk

The web site link is http://www.npt.gov.uk/default.aspx?page=928&lang=en-gb

Have you asked us yet?

If you are approaching us for a service for the first time (e.g. reporting a faulty street
light, requesting an appointment etc.) then the Comments, Compliments and
Complaint’s Policy doesn’t apply. You should first give us a chance to respond to
your request. If you make a request for a service and then are not happy with our
response, you will be able to make your concern known as we describe below.

Informal resolution

If possible, we believe it’s best to deal with things straight away rather than try to
sort them out later. If you have a concern, raise it with the person you are dealing
with. He or she will try to resolve it there and then. If there are any lessons to learn
from addressing your concern then the member of staff will draw them to our
attention. If the member of staff can’t help, they will explain why and you can then
ask for a formal investigation.

Please contact us if you would like this information in an alternative format such as
audio, large print, etc.
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Dealing with your concern

e  We will ask you to tell us how you would like us to communicate with you and
establish whether you have any particular requirements — for example, if you
have a disability.

e  We will deal with your concern in an open and honest way.

e We will make sure that your dealings with us in the future do not suffer just
because you have expressed a concern or made a complaint.

Normally, we will only be able to look at your concern if it occurred in the last 2
years. This is because it’s better to look into your concerns while issues are still
fresh in everyone’s mind.

We may exceptionally be able to look at concerns which are brought to our attention
later than this. However, you will have to give us strong reasons why you have not
been able to bring it to our attention earlier and we will need to have sufficient
information about the issue to allow us to consider it properly.

If you’re expressing a concern on behalf of somebody else, we’ll need their
agreement to you acting on their behalf.

What if there is more than one body involved?

If your complaint covers more than one body, for example a registered social
landlord and the Council regarding noise nuisance, we will usually work with them
to decide who should take the lead in dealing with your concerns.

If the complaint is about a contractor or a body working on our behalf for example a
provider of private residential homes you may wish to raise the matter informally
with them first. However, if you want to express your concern or complaint
formally, we will look into this ourselves and respond to you.

Investigation

If your concern is straightforward, we’ll usually ask somebody from the service to
look into it and get back to you. If it is more serious, we may use someone from
elsewhere in the Council, for instance a Social Services Complaints Officer for
clients or in certain cases we may appoint an independent investigator.

We will set out our understanding of your concerns. The person looking at your

complaint will usually need to see the files we hold relevant to your complaint. If
you don’t want this to happen, it is important that you tell us.
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If there is a simple solution to your problem, we may ask you if you’re happy to
accept this. For example, where you asked for a service and we see straight away
that you should have had it, we will offer to provide the service rather than
Investigate and produce a response.

We will aim to resolve concerns as quickly as possible. If your complaint is more
complex we will:

let you know within this time why we think it may take longer to investigate

tell you how long we expect it to take

let you know where we have reached in the investigation, and

give you regular updates, including telling you whether any developments might
change our original estimate.

The person who is investigating your concerns will aim to first establish the facts.
The extent of this investigation will depend on how complex and how serious the
Issues you raised are. In some instances, we may ask to meet you to discuss your
concerns.

We’ll look at relevant evidence. This could include files, notes of conversations,
letters, e-mails or whatever may be relevant to your particular concern. If necessary,
we’ll talk to the staff or others involved and look at our policies and any legal
entitlements and guidance.

Outcome
If we formally investigate your complaint, we will let you know what we have found
in keeping with your preferred form of communication. This could be by letter or e-

mail, for example. We’ll explain how and why we came to our conclusions.

If we find that we got it wrong, we’ll tell you what and why it happened. We’ll show
how the mistake affected you.

If we find there is a fault in our systems or the way we do things, we’ll tell you what
it is and how we plan to change things to stop it happening again.

If we got it wrong, we will always apologise.

Put things right

If we didn’t provide a service you should have had, we’ll aim to provide it now if
that’s possible. If we didn’t do something well, we’ll aim to put it right. If you have

lost out as a result of a mistake on our part we’ll try to put you back in the position
you would have been in if we’d got it right.
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If you had to pay for a service yourself, when you should have had one from us or if
you were entitled to funding you did not receive we will usually aim to make good
what you have lost.

There are also other organisations that consider complaints. For example the Welsh
Language Board about services in Welsh. We can advise you about such
organisations.

Learning lessons

We take your concerns and complaints seriously and try to learn from any mistakes
we’ve made.

Where there is a need for change, we will set out what we will do, who will do it and
when we plan to do it by.

What if | need help

Our staff will aim to help you make your concerns known to us. If you need extra
assistance, we will try to put you in touch with someone who can help.

You can also use the Comments, Compliments and Complaints Policy if you are
someone under the age of 18. If you need help you can speak to a Complaints
Officer or contact the Children’s Commissioner for Wales. Contact details are:

Tel no. 01792 765600
E-mail post@childcomwales.org.uk

Address:
Oystermouth House
Phoenix Way
Llansamlet

Swansea  SA7 9FS

What we expect from you
In times of trouble or distress, some people may act out of character. There may
have been upsetting or distressing circumstances leading up to a concern or a

complaint. We do not view behaviour as unacceptable just because someone is
forceful or determined.
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We Dbelieve that all complainants have the right to be heard, understood and
respected. However, we also consider that our staff have the same rights. We,
therefore, expect you to be polite and courteous in your dealings with us. We will
not tolerate aggressive or abusive behaviour, unreasonable demands or unreasonable
persistence. We have a separate policy to manage situations where we find that
someone’s actions are unacceptable.

Your requirements: if our usual way of dealing with complaints makes it difficult
for you to use our service, for example if English or Welsh is not your first language
or you need to engage with us in a particular way, please tell us so that we can
discuss how we might help you.
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Appendix 10

Comments, Compliments and Complaints Form

A: Your details

Name of section/service
you are referring to:

Title: Mr/Mrs/Miss/Ms
(If other please state)

Last name:

Forename(s):

Address and postcode:

Daytime contact number:

Mobile number:

E-mail address

Please state by which of the above methods you would prefer us to contact you

If a complaint is being made, the person who experienced the problem should
normally fill in this form. If you are filling this in on behalf of someone else, please
fill in section B. Please note that before taking forward the complaint we will need to
satisfy ourselves that you have the authority to act on behalf of the person concerned.
For example, you may need to fill in an authorisation form.
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B: Making a complaint on behalf of someone else: Their details:

Title: Mr/Mrs/Miss/Ms
(If other please state)

Last name:

Forename(s):

Address and postcode:

What is your relationship to
them?

Why are you making a
complaint on their behalf?

C: About your comment, compliment or complaint. Please provide the following
information if you wish to do so. (Please continue on a separate sheet if necessary).

C.1 What is your comment or compliment? Or if a complaint, please explain what
you think they did wrong or failed to do and complete the below sections.

C.2 Describe how you personally have suffered or have been affected.

C.3 What do you think should be done to put things right?

C.4 When did you first become aware of the problem?
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C.5 Have you already put your concern to the frontline staff responsible for
delivering the service? If so, please give brief details of how and when you did
SO.

C.6 If it is more than 6 months since you first became aware of the problem, please
give the reason why you have not complained before now.

If you have any documents to support your complaint, please attach them with this
form.

Signature: Date:

Thank you for providing us with this information

When you have completed the form please give it in at a One Stop Shop, e-mail it
back to the officer who sent it to you or post it to:

Neath Port Talbot CBC
Civic Centre,

Port Talbot

SA13 1PJ
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3 CITIZENS’ PANEL CONSULTATION

Purpose of Report

To report on the key findings of the Citizens’ Panel consultation exercise
conducted between November and December 2010 and outline how the
findings will be used.

Background

BMG Research has been engaged by the Council to manage the Citizens’
Panel, providing consultation on County Borough wide issues with a
representative sample of the local resident population. This is the final
report for the current Citizens’ Panel as the contract with BMG Research
has come to an end and is not being re-tendered.

Questionnaires were distributed to all 1,200 Panel members seeking their
views on a variety of issues. In total 746 responded, yielding a response
rate of 64%.

The following sections provide a summary of the key findings. A more
detailed report of the findings is available in the Member’s Room.

Transport

Panel members were asked to consider their satisfaction with various
aspects of local transport. Perceptions of these services are likely to be
influenced by the extent to which individuals use the various forms of
transportation

The views given in relation to walking facilities showed that the highest
satisfaction is evident regarding street lighting (70%) and feeling safe
walking along pavements (65%). The highest level of dissatisfaction was
with the maintenance of pavements (34%).

The overall views on local cycling provision contained a high proportion
of don’t know responses. Satisfaction is highest with the availability of
recreational cycle routes (28%) and maintenance of recreational cycle
routes (27%). It is apparent that there is a level of dissatisfaction with the
provision and extent of cycle lanes (28%) and the directness and
convenience of routes (24%).
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When considering local bus and train services, there was a mixed response.
54% of Panellists are satisfied that they feel safe whilst on a bus and 47%
whilst on a train. 53% of Panel members are satisfied with the physical
ease of bus use and 50% are satisfied with the convenience of bus stop
locations. 49% of Panellists were satisfied with the frequency of trains and
47% were satisfied with information announcements. Panel members are
most likely to be dissatisfied with the cost of bus services (33%) and train
fares (44%). Followed by the waiting facilities at bus stops (25%) and
waiting facilities at train stations (30%).

When asked about their satisfaction with the road network in their local
area, the majority felt able to give an opinion on this relative to other
transport issues. The majority of Panel members are satisfied with clarity
of road signage (59%) and road safety (53%). However, 60% of
respondents are dissatisfied with the maintenance of roads and 56% with
the overall quality of roads, in their local area. This could be attributable,
at least in part, to the impact of recent cold weather.

There appears to be a lack of overall awareness of the existing information
sources about healthy and sustainable travel. A large proportion of Panel
members were unable to give a valid response about the information
available.

What use will be made of the findings?

e The results will help to inform the Council’s approach to its transport
functions, in particular the promotion of sustainable and healthy forms
of transport. The survey clearly demonstrated a lack of awareness of
available facilities and/or information sources.

o The results will also form part of the body of data used to monitor and
inform progress on the Regional Transport Plan.

o As part of the Neath Port Talbot Walking and Cycling Strategy and
Action Plan, a marketing plan is being developed and these results will
serve as baseline data for this plan.

e The Council is currently surveying the locations of bike storage in the
County Borough and the findings will be used to help inform part of this
project.

« Alongside its normal annual work programme the Council is part way
through implementing its £3m Urban Streets initiative targeted at wards
in most need. These results and future findings will help to inform the
Council’s developing Highway Asset Management Planning process.
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Environment

When asked to consider the last twelve months, the proportion of
respondents who feel they either do a little more (42%) or a lot more to
protect the environment (29%), is notably higher than the proportion who
feel that their level of green behaviour has remained unchanged (26%) or
has decreased (1%).

60% of respondents believe that how they live can have an effect on
climate change. 41% believe climate change will have an impact on Neath
Port Talbot and 13% believe they can already see the impact of climate
change. Only 11% of Panel members indicate that they don’t believe in
climate change.

70% of Panel members try to avoid producing waste, for example using
reusable bags and containers. A similar proportion (68%) state that they
recycle most of the waste they produce, while 62% do things to help items
be re-used, e.g. making charity donations, buying second hand products
etc. Only 5% of respondents don’t recycle at all. Within these results
household tenure is a key influence on green behaviour with owner
occupiers significantly more likely than those holding other tenures to
recycle most of the waste they produce (71%) and to re-use items (64%).

When considering environmentally friendly behaviour Panellists take part
in within their community, walking was most commonly selected (53%).
This is followed by using public transport (30%) and cycling (19%).

Within the home the environmental activities Panel members are most
likely to take part in are recycling (90%), energy saving (80%), gardening
(70%) and helping wildlife/feeding birds (65%). A third of Panel members
grow their own food (34%) or produce their own compost (33%).

What use will be made of the findings?

o Environmental issues questions were included to understand how
residents are changing their behaviour. The results will help to decide if
the Council and its partners are targeting enough people and in the right
areas.

e They will also provide information to assist in reporting back to
Workways on the work of the Environmental Advisors employed
through them. After 6 months of them being in post it is encouraging
that 13% of residents say they have improved their environmental
behaviour after talking to people at events — the aim is to increase this
further.
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o Climate Change questions were included to ensure that there was
support and understanding of the issues and residents realising their own
impact. Again it is hoped to move this towards more positive responses
through education and awareness.

e The findings from the environmental friendly behaviours will once again
enable targeting of particular areas, for example composting and
recycling and to tenants of rented housing.

e Environmental activities undertaken within the community also show
areas where action can be encouraged and it is very reassuring to see
how popular walking is locally.

e Environmental activities undertaken within the home shows that
composting needs to be encouraged and growing your own food. There
may be a link to this and a large waiting list for allotments. With the
soaring costs of food and the high levels of food waste in Wales food
growing projects are going to be very important for residents.

Accessing Council Services

During the last 6 months, 54% of Panel members have contacted the
Council, while 42% have not. Among those who have, two thirds (66%)
did so by telephone, with 10% making contact via the Council’s website
and 6% visiting a One Stop Shop. When asked to choose the one preferred
method for contacting the Council, the telephone remains the top choice
(43%) followed by the website (20%).

When considering their last contact with the Council 73% rated the
experience as good, including 41% who gave the most positive rating of
very good. Conversely, 14% described their experience as either fairly or
Very poor.

Internet usage among Panel members is generally high, with 75% of Panel
members having internet access at home and just 16% stating they do not
have access to the internet. Among all Panel members, 45% state that they
have visited the Council’s website during the last six months. 83% of
visitors to the Council’s website indicated that they found what they were
looking for, while 17% said the opposite.

73% of Panel members are Sky or Virgin Media TV subscribers and 17%
of those are aware that they can access Council information via their
television set. Among those aware of the Council’s TV resource, 23%
have used it.
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What use will be made of the findings?

e The purpose of the questionnaire was ascertaining residents’ current
preferences for contacting the Council. Also the awareness of residents
as to the choice of all contact methods available to them.

o The findings will be used for further promotion and citizen engagement
activities will be undertaken to raise awareness of the newer access
channels available.

 Although current preference was very high for telephone contact, the
responses also show that there is a willingness to explore website
contact.

e There were also a large proportion of respondents with internet access at
home who were accessing on a daily basis so promotion will be targeted
in this area over the next few months.

Budget Consultation

The Council and its public service partners are facing very challenging
financial times and so we are considering how we can provide services
differently and “get more for the same or less”. The Council is working to
protect and improve services that meet citizens’ needs. The objective of
the questions was to get an overall general idea of Panellists’ point of view
and it is one of a number of ways that the Council is seeking to get a range
of views about service provision.

Panel members were asked to provide their views on what services they
feel should be kept the same and which they feel should be reduced. The
highest proportion of Panel members identified the following as areas
where spending should be kept the same:

e Health Services (88%)
Waste and Recycling Collections (86%)
Community Safety and Crime and Disorder (86%)
Potholes and Grit Bins (84%)
Street Repairs (84%)

Based on the same set of responses the service areas the highest proportion
of Panel members feel spending could be reduced are:
e Mayoral and Civic Duties and Events (79%)
Local Elections and Electoral Registration (59%)
Communications and Engagement (56%)
Events (40%)
Planning Service (36%)
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Caution needs to be exercised when considering these results as
respondents may not be aware of the exact role of some services and their
implications. For example, respondents have indicated that spending on
communications and engagement should be reduced. However, when
asked in a previous survey (July 2010) if they would like to be more
involved in the decisions the Council makes that affect their local area, the
majority indicated that they would. There were also a high percentage of
don’t know answers for some services which suggest there may be a lack
of public awareness of certain services.

Using the same list of services and activities, Panel members were also
invited to select 5 areas of activity for the Council and its partners to
concentrate their spending on. Responses to this more direct question re-
enforces the findings already reported above as the most commonly
selected areas of activity are:

e Community Safety and Crime and Disorder (37%)
Health Services (37%)
Potholes and Grit Bins (35%)
Attracting and Retaining Jobs (31%)
Street Repairs (31%)

Thus, in response to this question four of the five top choices are consistent
with the ranking derived from the previous question, the only difference
being that here attracting and retaining jobs (31%) was chosen more
frequently than waste and recycling collections (22%).

What use will be made of the findings?

e The results along with a range of other engagement activities will be
considered in developing service provision and priorities.

o It has been noted that the results show that it is likely that residents think
they want to reduce certain services because they don’t understand what
the money is spent on, whereas such things as grit bins are rather more
explanatory. This provides a platform to look at possibly providing
residents with more information about certain services and will also help
to shape future campaigns.

e A two strand plan is being developed. One part looking at improving
customer satisfaction levels and the second to investigate further the
areas that citizens do not appear to be interested in.

64
PRB-160611-REP-CE-PG



List of Background Papers

None

Appendices

None — but note that a more detailed report of the findings is available in
the Member’s Room and copies can be acquired from the Corporate
Strategy Team.

Wards Affected

All

Officer Contact

Karen Devereux, Corporate Strategy Co-ordinator
Telephone No. 01639 763247
E-mail address: k.devereux@npt.gov.uk

Catherine Gadd, Corporate Strategy Assistant
Telephone No. 01639 763173
E-mail Address: c.gadd@npt.gov.uk
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