1. Number of Complaints Received 2015/16

2. Types of Cases Received

M Complaints
H Compliments

® General Enquiry

3. Complaint Categories

STAFF CONDUCT - UNHELPFUL ATTITUDE

STAFF CONDUCT - LACK OF CUSTOMER CARE

QUALITY - UNREASONABLE DECISION

QUALITY - UNCLEAR INFORMATION PROVIDED
QUALITY - SERVICE PROVIDED

QUALITY - POOR OR MISLEADING INFORMATION GIVEN
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4. Cases Closed Q1 - Working Days to Close at Stage 1 5. Outcome of Complaints - stage 1 6. Outcomes by Team
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7. Actions taken

M Apology

B Arrange employee training or
guidance

Stage 2 or LGO

Case 2. Open at LGO - not investigated at stage 1

Case 3. Stage 1 not upheld - stage 2 investigation found to be partly upheld

Notes:

Days taken: this is calculated on the number of working days taken between the date of receipt

and recording of the stage 1 close date.




