Appendix 10.1: Self-assessment form

This self-assessment has been completed to ensure that the Council’s complaints procedure is compliant with codes of practice
laid out by the Local Government & Social Care Ombudsman, and the Housing Ombudsman. Although this self-assessment has
been requested by the Housing Ombudsman Service, its contents apply to how the complaints procedure operates across all
services.

As part of the code, in future cycles this assessment will be presented annually alongside the Annual Customer Feedback report in
July. As the requirement for this assessment came out of cycle, it is necessary to present it separately this year. But from 2025, the
reports will be presented alongside each other.

This self-assessment form has been completed by the complaints officer and must be reviewed and approved by the Council’s
governing body at least annually.

Once approved, the Council must publish the self-assessment as part of the annual complaints performance and service
improvement report on their website. The governing body’s response to the report must be published alongside this.

The Council are required to complete the self-assessment in full and support all statements with evidence, with additional
commentary as necessary.



Section 1: Definition of a complaint

Co.dg Code requirement Comply: Evidence Commentgry/
provision Yes / No explanation
A complaint must be Cambridge City
defined as: Council uses the
‘an expression of Housing
) , ) Ombudsman’s
dissatisfaction, complaint definition
however made, about in our Complaints
the S.tanda,l:d of https://www.cambridge.gov.uk/media/55jk2gt5/complaints- Policy (CCC
Polcy). T
o y Page 2 definition used is
Council, its own staff, universal across
or those acting on its our complaints
beh_alf, affecting a service and applies
resident or group of to both Housing
residents. and non-Housing
related complaints.
A resident does not have
to use the word ‘complaint’ Our complaints
for it to be treated as such. policy states that if
Whenever a resident https://www.cambridge.gov.uk/media/55jk2gt5/complaints- | @n issue is raised
expresses dissatisfaction policy.pdf with a staff
13 the Council must give them member, that staff

the choice to make
complaint. A complaint that
is submitted via a third
party or representative
must be handled in line
with the Council’s

“If a customer contacts a member of Council staff with an expression
of dissatisfaction, but do not specifically mention that they want to

complain, our staff will offer them the opportunity to raise a complaint”

member will offer
the customer a
chance to raise a
complaint:




complaints policy.

The Council must
recognise the difference
between a service request
and a complaint. This must
be set out in their
complaints policy. A service
request is a request from a

https://www.cambridge.gov.uk/media/55jk2gt5/complaints-
policy.pdf

Page 3

We clearly define
this within our
policy, on our

complaints web
page prior to

1.4 . . Yes .. .
resident to the Council “Service requests and complaints are slightly different. A service raising a complaint
requiring action to be taken request is a contact from a customer that brings a matter to the and in our internal
to put something right. council's attention for the first time, and requests a service offered by training
Service requests are not the council, for example, repon‘ing a mis\?’ed bin or telling us about documents.
complaints, but must be noise nuisance.
recorded, monitored and
reviewed regularly.

A complaint must be raised

when the resident

expresses dissatisfaction https://www.cambridge.gov.uk/media/55jk2gtS/complaints- | CCC policy is clear
with the response to their policy.pdf that we deal with
service request, even if the all complaints
handling of the service Section 2.0 through the agreed

1.5 request remains ongoing. Yes process unless
The Council must not stop “This can sometimes include when the customer is receiving a certain conditions
their efforts to address the servilce from the_Counci.I. The _customer may still complain whilst tlhis apply.
service request if the service request is ongoing. It is not necessary to wait for co’r,nplet|on

. . of works or requests, and can complain at any time.
resident complains.
An expression of https://www.cambridge.gov.uk/media/55jk2gt5/complaints- Our Customer

16 dissatisfaction with Yes policy.pdf Service managers

' services made through a follow up with any
survey is not defined as a Section 2.0 negative feedback




complaint, though
wherever possible, the
person completing the
survey should be made
aware of how they can
pursue a complaint if they
wish to. Where the Council
asks for wider feedback
about their services, they
also must provide details of
how residents can
complain.

“Customers may be sent a customer satisfaction survey following any
interactions with the Council. Any dissatisfaction expressed within
these surveys will not be considered a formal complaint, however we
will follow up on negative responses to these surveys and offer the
opportunity to raise a complaint case if appropriate.”

left on satisfaction
surveys to either
resolve issues that
occurred or raise a
complaint if
appropriate.




Section 2: Exclusions

Code : Comply: . Commentary /
o Code requirement Evidence .
provision Yes / No explanation
The Council must accept https://www.cambridge.gov.uk/media/55jk2gt5/complaints-
a complaint unless there policy.pdf
is a valid reason not to P 34 CCC policy is clear
do so. If the Council ages o- that we deal with all
ide not t t mplaints through
21 dec dle . (: tho accept ta) Y, “If the Council decides not to accept a complaint, a detailed t(;‘]O p'a 3 oug
: compiain ) €y mus . € €s explanation will be provided setting out the reasons why the matter is € agree progess
able to_eV|dence their not suitable for the Council’s complaints process and the right to take unlg§s certain
reasoning. Each that decision to the Ombudsman. The Council would not accept a conditions apply.
complaint must be complaint for the reasons set out in section 2.2, or if a complainant
considered on its own chooses to submit their complaint without contact details. If a
it complainant chooses to omit their contact details, we will treat this as
merits anonymous feedback.”
A complaints policy must
set out the https://www.cambridge.gov.uk/media/55jk2gt5/complaints-
circumstances in which a policy.pdf
matter will not be
considered as a Page 4
complaint or escalated, CCC policy is
i “If we refuse to investigate or escalate your complaint for any of the . . .
29 and these circumstances Yes compliant with this.

must be fair and
reasonable to residents.
Acceptable exclusions
include:

e The issue giving rise
to the complaint

reasons mentioned in sections 2.1, 2.2, 2.3 and 2.4 we will provide a
thorough explanation as to why we made this decision. At this point,
you will also be given the information to enable you to raise your
complaint with either the Housing Ombudsman, or the Local
Government and Social Care Ombudsman. The Ombudsman will
then advise how best to proceed. This may involve returning you
case to the Council to investigate despite our initial decision.”




occurred over twelve
months ago.

e Legal proceedings
have started. This is
defined as details of
the claim, such as the
Claim Form and
Particulars of Claim,
having been filed at
court.

e Matters that have
previously been
considered under the
complaints policy.

The Council must accept
complaints referred to
them within 12 months of
the issue occurring or the
resident becoming aware
of the issue, unless they
are excluded on other

https://www.cambridge.gov.uk/media/55jk2gts/complaints-

policy.pdf
Section 2.5

CCC policy is

2.3 i Yes compliant with this.
groutndS. Tze COI_:J ntﬁ” t “Complaints will be accepted from 12 months of the issue being
mus anSI e.r whether o complained about occurring. If we have already investigated the
apply discretion to issue within 12 months, we would not investigate it again. In this
accept complaints made instance, the complainant would be signposted to the Ombudsman to
outside this time limit pursue their complaint further.”
where there are good
reasons to do so.
24 If a the Council decides Yes https://www.cambridge.gov.uk/media/55jk2gt5/complaints- CCC policy is

not to accept a

policy.pdf

compliant with this.




complaint, an
explanation must be
provided to the resident
setting out the reasons
why the matter is not
suitable for the
complaints process and
the right to take that
decision to the
Ombudsman. If the
Ombudsman does not
agree that the exclusion
has been fairly applied,
the Ombudsman may tell
the Council to take on
the complaint.

Section 2.5

“If we refuse to investigate or escalate your complaint for any of the
reasons mentioned in sections 2.1, 2.2, 2.3 and 2.4 we will provide a
thorough explanation as to why we made this decision. At this point,

you will also be given the information to enable you to raise your
complaint with either the Housing Ombudsman, or the Local

Government and Social Care Ombudsman. The Ombudsman will

then advise how best to proceed. This may involve returning you
case to the Council to investigate despite our initial decision.”

2.5

The Council must not
take a blanket approach
to excluding complaints;
they must consider the
individual circumstances
of each complaint.

Yes

https://www.cambridge.gov.uk/media/55jk2gt5/complaints-

policy.pdf
Section 2.5

“Each case will be considered on its own merits and individual
circumstances and at times we may make exceptions to investigate
complaints outside of the 12 month timeframe. Whenever the Council
makes the decision to reject a complaint, the reasoning will be clearly
explained to the complainant.”

CCC policy is
compliant with this.




Section 3:

Accessibility and Awareness

. mply: , mmentar
Co.dg Code requirement Comply Evidence Comme ary /
provision Yes / No explanation
The Council must make it
easy for residents to CCC policy is
complain by providin i i i
diff P t hy P | 9 https://www.cambridge.gov.uk/media/55jk2gt5/complaints- compliant with this.
ifferent channels olicv.odf Our staff at all levels
through which they can POTCLRE are trained to
make a complalnt._The Section 3.0 mediate complaints
31 Council must consider v ' for residents, and
. . . es T
Eelr ?,;JUZS tu2n g 165 the d “If a customer requires any adjustments to the complaints process, we have .acceSSIble
quality AC an these should be recorded on the complaints form when submitting a complaint forms
anticipate the needs and complaint. The Council will consider these and then discuss with the | available online and
reasonable adjustments complainant to agree any reasonable adjustments we can make. A at reception in our
of residents who may record will be kept of any adjustments made on the case.” offices
need to access the
complaints process.
https://www.cambridge.gov.uk/media/55jk2gt5/complaints- All staff are briefed
Residents must be able policy.pdf on the complaints
to raise their complaints process, and new
in any way and with any Section 3.0 starters in frontline
member of staff. All staff services receive in
must be aware of the “There are yar{ous ways to contact thg council, buzf regardless of how depth training for
3.2 i Yes a complaint is received, all cases will be logged into the Council’s
complaints process and ; how to handle
be able to pass details of central case management system. If a complainant contacts the . )
P Council by phone, email or in person, staff members can assist with complaints and raise
the complaint to the recording a complaint. The Council would prefer complainants to them on behalf of a
appropriate person within complete the form themselves so that they can provide their customer. Further
the Council. complaint in their own words with as much detail as possible, but uidance is
where a customer is unable to complete the complaints form g.
themselves, Council staff should assist complainants to record their available on our




case.”

internal intranet site.

High volumes of
complaints must not be

Our Members and

seen as a negative, as Strategy and Resources Scrutiny Committee - Monday, staff support this.

they can be indicative of 1st July, 2024 5.30 pm - YouTube Regular Corporate

a well-publicised and o _ _ Mana}gement
3.3 accessible complaints Yes 16:34 in this video of our committee meeting Clir Bennett meetings are

process. Low complaint mentions this point and is agreed with by the Complaints | focused on what we

volumes are potentially a Officers and other Councillors, including the Leader of the | can learn from the

sign that residents are Council complaints we have

unable to complain. received.

The Council must make

their complaint policy

available in a clear and

accessible format for all Our ea_sy-read

residents. This will detail con:p!alnts forrrll

the two stage process, ' i i i} i contains a quic
3.4 Ay g pn ot Yes Compliments, complaints and suggestions - Cambridge quide to the

what will happen at eac City Council : .

stage, and the complaints po_hcy to

timeframes for ensure it is

responding. The policy accessible to all.

must also be published

on the Council’s website.

The policy must explain https://www.cambridge.gov.uk/media/55jk2gt5/complaints-

how_the Counpil will policy.pdf

pubI|C|s.e detallls of the Section 1.0 CCC policy is
3.5 | complaints policy, Yes compliant with this.

including information
about the Ombudsman
and this Code.

“This policy will be published on the Cambridge City Council website
alongside our Annual Customer Feedback report, easy-read complaints form,
how to complain guidance and information relating to the Local Government
& Social Care Ombudsman, and the Housing Ombudsman.”




The Council must give

residents the opportunity
to have a representative
deal with their complaint

Complainants have
the option on the
complaints form for
a “on behalf of”

3.6 on their behalf, and to be Yes Case details - CaseTracker complaint, where a
representgd or representative can
accompanied at any rasie a case on their
meeting with the Council. behalf.

The Council must provide https://www.cambridge.gov.uk/media/55ik2gt5/complaints-

residents with information policy.pdf The contact details
on their right to access for the Ombudsman
the Ombudsman service Page 8 are also included in

3.7 | and how the individual Yes

can engage with the
Ombudsman about their
complaint.

“you can ask the Local Government and Social Care Ombudsman to
review your complaint. If you are a council tenant, or a council
leaseholder with a complaint about our management of your
leasehold, you should contact the Housing Ombudsman.”

every stage 2
complaints response




Section 4: Complaint Handling Staff

Co.d? Code requirement Comply: Evidence Commentgry/
provision Yes / No explanation
The Council must have a
person or team assigned . . ) .
to take responsibility for https://www.cambrldqe.qov..uk/med|a/55|k2qt5/compla|nts- The Customer
complaint handling, policy.pdf Services
including liaison with the ) Development
Ombudsman and Section 5.0 Manager is
ensuring complaints are “The L olaints Officer i table for all complaint requnsible fo.r
41 |reportedtothe governing | ygq handing in (tjhg%o'z/fcil.STgeycsvil/i::gg%nzevz analyse complaint | COMPlaint handling
body (or equivalent). This themes and trends on a monthly, quarterly and annual basis, and within the Council
Code will refer to that report any potential systemic issues, serious risks or any policies or and reports to
person or team as the procedures that require a review to the appropriate service staff. This committee and
complaintsoffcer. Thi et ot o ol ovamons e einga | Scrior managoment
role may .be in addition to cuﬁ;ture that sees con}”//plgints as an cﬁ)ppon‘unity to make thes?e on a regular basis
other duties. improvements”
The complaints officer
must have access to staff https://www.cambridge.gov.uk/media/55jk2gt5/complaints-
at all levels to facilitate policy.pdf
the prompt resolution of
complaints. They must Section 5.0 CCC policy is
4.2 also have the authority Yes compliant with this.

and autonomy to act to
resolve disputes promptly
and fairly.

“System Administrators are responsible for reporting on performance,

and statistics, and managing any training or troubleshooting with the

case management system. System Administrators work with staff at
all levels to facilitate prompt resolution of complaints”




The Council are expected
to prioritise complaint
handling and a culture of
learning from complaints.
All relevant staff must be
suitably trained in the

https://www.cambridge.gov.uk/media/55jk2gt5/complaints-
policy.pdf

Section 5.0

CCC policy is
compliant with this.
We have enough
resource to manage
the complaints

4.3 importance of complaint Yes “All staff that handle complaints are trained in the process, policy and :
handling. It is important system and given regular refresher training.” process from an
that complaints are seen “Each year an Annual Customer Feedback report will be produced investigation and
as a core service and and presented to the Council’s Strategy & Resources committee. administration

tb dt This report will put the volumes of complaints into context alongside perspective.
must be resour_ce 0 service performance statistics, and outline any improvements made
handle complaints as a result of the complaints raised throughout the year.”
effectively
Section 5: The Complaint Handling Process
Co.dg Code requirement Comply: Evidence Comment_ary/
provision Yes / No explanation
The Council must have
a single policy in place
for dealling with We only have one
5 1 cqmplalnts COV?red by Yes https://www.cambridge.gov.uk/media/55ik2gt5/complaints-policy.pdf formal complaints
' ﬁﬂlfsfﬁgfb?ﬁi'ﬁé’éts policy which covers
all service areas.
differently if they
complain.
The early and local https://www.cambridge.gov.uk/media/55ik2gt5/complaints-policy.pdf
resolution of issues We only have two
592 between the Council Yes “There are 2 stages to the Council’s complaints procedure internally, and formal complaint
| d idents is kev t complainants also have the right for their case to be reviewed externally stages.
an r(_aS| ents 1s . eyto by either the Local Government & Social Care Ombudsman (LGSCO) or
effective complaint the Housing Ombudsman.”




handling. It is not
appropriate to have
extra named stages
(such as ‘stage 0’ or
‘informal complaint’) as
this causes
unnecessary
confusion.

A process with more

than two stages is not
acceptable under any
circumstances as this

https://www.cambridge.gov.uk/media/55jk2gt5/complaints-policy.pdf

CCC policy is

5.3 will make the complaint Yes compliant with this.
process unduly long See 5.2 comments
and delay access to
the Ombudsman.

Where the Council’s

complaint response is ]
handled by a third The Council handle
party (e.g. a contractor complaints relating
or independent https://www.cambridge.gov.uk/media/55ik2gt5/complaints-policy.pdf | to th_"d partles In
adjudicator) at any Ilne_ with thelr policy.
stage, it must form part Section 2.4 Third parties do not

54 N/A handle cases as

of the two stage
complaints process set
out in this Code.
Residents must not be
expected to go through
two complaints
processes.

“Should you complain about a third party, such as a contractor acting on
behalf of the Council, we will investigate these complaints in line with this
policy, as they are considered to be acting on our behalf.”

they are considered
to be acting on
behalf of the
Council




The Council is
responsible for

https://www.cambridge.gov.uk/media/55jk2gts/complaints-

ensuring that any third policy.p _
5.5 parties handle N/A oliev.pdt Corsnerﬁeiéry

complaints in line with Section 2.4

the Code.

When a complaint is

logged at Stage 1 or

escalated to Stage 2, https://www.cambridge.gov.uk/media/55jk2gt5/complaints-

the Council must set olicv.odf

out their understanding pOticy.pdl

of the complaint and Section 4.0

the outcomes the ' CCC policy is
5.6 resident is sgeklng. Yes e “At both stages of our complaints procedure, we will confirm with compliant with this.

-Lhe CO‘E:E wil ref(lar. to you: The stage at which we are responding

Lé?irﬂ:on”el;;grr?yp aint e The definition of your complaint (what we understand your

) ) complaint to be about)

aspect of the complaint

is unclear, the resident

must be asked for

clarification.

When a complaint is

acknowledged at either https://www.cambridge.gov.uk/media/55jk2gt5/complaints-

stage, the Council policy.pdf

must be clear which CCC policy is
5.7 aspects of the Section 4.2 compliant with this.

complaint they are, and
are not, responsible for
and clarify any areas
where this is not

“We will also advise how any aspects of the complaint that we are not
responsible for can be pursued.”




clear.

At each stage of the
complaints process,
complaint handlers
must:
a. deal with
complaints on their
merits, act
independently, and
have an open
mind;
b. give the resident

https://www.cambridge.gov.uk/media/55jk2gt5/complaints-
policy.pdf

Section 4.0

CCC policy is

58 |afairchanceto  set compliant with this.
out their position; “Complaints at both stages will be considered on their own merits,with an
c. take measures open mind by investigators. Residents will be given the chance to set out
to address any their position. The Coyncil will take measures to addres§ any aqtua/ or
perceived conflicts of interest, and consider all relevant information and
perceiva(acgucac:ncl)clt}ct of evidence provided when investigating a complaint.”
interest; and
d. consider all
relevant information
and evidence
carefully.
Where a response to a https://www.cambridge.gov.uk/media/55jk2gts/complaints-
complaint will fall policy.pdf
outside the timescales CCC policy is
5.9 set out in this Code, Yes Section 4.1 compliant with this.

the Council must agree
with the resident
suitable intervals for

“If our response falls outside of these 10 working days, you will be kept
informed at reqular intervals agreed with you with the progress of your
complaint case.”




keeping them informed
about their complaint.

The Council must
make reasonable
adjustments for

Our equality and diversity policies and plans - Cambridge

All employees must
adhere to the
equality and

diversity policies for

) City Council )
reS|dent.s where all aspects of their
appropriate under the And work.
Equality Act 2010. The A new section is in
Council must keep a : : . .

d of P https://www.cambridge.gov.uk/media/55jk2gt5/complaints- develop.ment on our
record of any olicy.odf complaints form for

5.10 rze.]sotnabk: g Yes ROLCY.pCL complainants to
adjustments agreed, as . i

J 9 Section 3.0 _outllne any
well as a record of any adjustments they
glsazl.“tlles ac;.ei:dent “If a customer requires any adjustments to the complaints process, these require Separately

as disclosed. Any should be recorded on the complaints form when submitting a complaint. | to the body of their

agreed reasonable The Council will consider these and then discuss with the complainant to complaint so it is

adjustments must be agree any reasonable adjustments we can make. A record will be kept of clearer to case

kept under active any adjustments made on the case.” owners on the

review. system.

The Council must not

refuse to escalate a https://www.cambridge.gov.uk/media/55jk2gt5/complaints-

complaint through all policy.pdf

stages of the

complaints procedure Section 4.1 CCC policy is
5.11 | unless it has valid Yes compliant with this.

reasons to do so. The
Council must clearly

set out these reasons,
and they must comply
with the provisions set

“The reasons for declining to escalate a complaint are the same as the
reasons for not accepting a complaint. The Council may also refuse to
escalate a complaint if a statutory appeal body is required to resolve the
case. See section 2.2 for a list of where this may be applicable.”




out in section 2 of this
Code.

A full record must be
kept of the complaint,
and the outcomes at
each stage. This must

https://www.cambridge.gov.uk/media/55jk2gt5/complaints-

All customer
contact relating to a

i igi policy.pdf .
complaint and the date case Is racordad
receR/elj all Section 3.0 within our case
correspo’ndence with - management
5.12 the resident, Yes “When a case is entered into the Council complaints system, the case will System, and
. be allocated to a service manager in the area/department related to the communications
correspondence with . . , . ) t directly t
ther parties. and an ' compla/nt, the compla'/nant will also receive an aL'ltoma't/c'response. are sent airectly to
0 P A y informing them that we aim to respond to all complaints within 10 working and from this
relevant supporting days. All information and communications relating to the case will be system
documentation such as recorded and sent through this system.” '
reports or surveys.
The Council must have
processes in place to
Sgsr:rr(:ea dfeo dmgtlaaI:; can https://www.cambridge.gov.uk/media/55jk2gt5/complaints-
; . olicy.pdf
stage of its complaints ROTLY-pCL CCC policy |
: olicy is
process. The Council Secti p
ection 4.2.3 i : i
9.13 | must ensure Yes compliant with this.
appropriate _remedles “If, as a result of a complaint remedial works, or other action is required,
can be provided at any this will be booked as part of the response to the complaint. This can be
stage of the complaints done at either stage 1 or stage 2.”
process without the
need for escalation.
5.14 The Council must have Yes https://www.cambridge.gov.uk/media/vn4joh1g/unreasonable- This policy was




policies and
procedures in place for
managing
unacceptable
behaviour from
residents and/or their
representatives. The
Council must be able
to evidence reasons for
putting any restrictions
in place and must keep
restrictions under
regular review.

complainants-policy.pdf

written based on
Ombudsman
guidance. We have
an internal process
with calendar
review reminders
for any restrictions
placed on residents
contact.

5.15

Any restrictions placed
on contact due to
unacceptable
behaviour must be
proportionate and
demonstrate regard for
the provisions of the
Equality Act 2010.

Yes

https://www.cambridge.gov.uk/media/vn4joh1qg/unreasonable-

complainants-policy.pdf

Policy was written
based on
Ombudsman
guidance




Section 6: Complaints Stages

Stage 1
Co.dg Code requirement Comply: Evidence Commentgry/
provision Yes / No explanation

The Council must have
processes in place to .
consider which complaints Our complaints
can be responded to as policy support§ this
early as possible, and by encouraging
which require further complainants to .
investigation. The Council contact the Council
must consider factors such . . to resoIV(_a requegts

6.1 as the complexity of the Yes Customer Feedback Report 2923/24 - Cambridge City for service first if
complaint and whether the Council they have not
resident is vulnerable or at alrgady been ra|s_,ed
risk. Most stage 1 with the Council.
complaints can be 9_0% of complaints
resolved promptly, and an in 2023-24 were
explanation, apology or resolved at the first
resolution provided to the stage.
resident.
Complaints must be )
acknowledged, defined Co_mplalnt_s are
and logged at stage 1 of https://www.cambridge.gov.uk/media/55jk2gt5/complaints- registered in the

6.2 the complaints procedure Yes policy.pdf system as soon as

within five working days
of the complaint being
received.

they are submitted
with no further
internal triage.




The Council must issue a
full response to stage 1

https://www.cambridge.gov.uk/media/55jk2gt5/complaints-

Our policy is

complaints within 10 policy.pdf compliant with this.

6.3 | working days of the Yes coctiona 21 'The Councilaim to
: : ection 4.2. respond to complaints

complaint being within 10 working days”

acknowledged.

The Council must decide

whether an extension to

this timescale is needed : : : .

when considering the https.//www.cambrldqe.qovl..uk/mdefdla/55|k2qt5/comp|a|nts-

complaint and then inform Section 4.1 compliant with this.
6.4 the resident of the v ection 4. We do not extend

: i es .

expected tl;\nesca,lte for “Sometimes cases are complex and require more than 10 days to past ten working

response. Any extension investigate. If this is the case, the person investigating the complaint days.

must be no more than 10 will contact the complainant to advise them of a new target date for a

working days without good response. This will be a single time extension of up to a further ten

reason, and the reason(s) working days.”

must be clearly explained

to the resident.

I https://www.cambridge.gov.uk/media/55jk2gt5/complaints- icv i

When an organisation b ged olicv.odr K29 b CCC policy is

informs a resident about S compliant with this.

an extension to these Section 4.1 Our template for
6.5 |timescales, they mustbe Yes ' formltJIatlr)g an

i i extension

prov!ded with the contact “When we change the target date on a case, the complainant will be notification contains

details of the provided with the contact details for the relevant Ombudsman.” . .

Ombudsman. this information.

A complaint response https://www.cambridge.gov.uk/media/55jk2gt5/complaints- CCC policy is
6.6 must be provided to the Yes policy.pdf compliant with this.

resident when the answer




to the complaint is known,
not when the outstanding
actions required to
address the issue are
completed. Outstanding
actions must still be
tracked and actioned
promptly with appropriate
updates provided to the
resident.

Section 4.0

“We consider the case resolved and responded to when we have
agreed a solution with the complainant and any follow on work has
been scheduled. Rather than when that work has been completed.

We will still keep track of follow on work to ensure it is completed

within an appropriate timescale.”

The Council must address
all points raised in the

https://www.cambridge.gov.uk/media/55jk2gt5/complaints-

complaint definition and policy.pef CCC policy i

provide clear reasons for . & policy IS
6.7 | any decisions, referencing Section 4.0 compliant with this.

the relevant pol_lcy, law “We will also ensure that all points raised within the complaints

and good practice where definition are responded to and any decisions we make reference the

appropriate. relevant law, policy or good practice.”

Where residents raise Our Triage Admin

additional complaints team are notified of

during the investigation, https://www.cambridge.gov.uk/media/55jk2gt5/complaints- | all new cases and

these must be policy.pdf merge where

incorporated into the stage appropriate. Case

1 response if they are Section 4.2.1 investigators are
6.8 related and the stage 1 Yes required to quote

response has not been
issued. Where the stage 1
response has been issued,
the new issues are
unrelated to the issues
already being investigated

“If any new complaints about the same issue are raised during the
investigation of a Stage 1 complaint, these will be merged into the
original case and responded to within the response to that case. The
Officer responding will highlight which case reference numbers they
are responding to at the start of their response.”

which case
numbers they are
responding to at the
start of their
responses.
If a customer raises




or it would unreasonably
delay the response, the
new issues must be
logged as a new
complaint.

a new unrelated
issue within a case
it is raised as a new
stage 1 complaint.

6.9

The Council must confirm
the following in writing to
the resident at the
completion of stage 1 in
clear, plain language:
a. the complaint
stage;
b. the complaint
definition;
c. the decision on the
complaint;
d. the reasons for any
decisions made;
e. the details of any
remedy offered to put
things right;
f. details of any
outstanding actions;
and
g. details of how to
escalate the matter to
stage 2 if the individual
is not satisfied with the
response.

https://www.cambridge.gov.uk/media/55jk2gt5/complaints-

policy.pdf
Section 4.0

e “At both stages of our complaints procedure, we will confirm
with you: The stage at which we are responding

e The definition of your complaint (what we understand your
complaint to be about)

e  Whether we uphold your complaint, or do not uphold your
complaint

e The reasoning behind any decisions made
e The details of any remedies we offer to put things righ

e  Details of any outstanding actions relating to your complaint
Cambridge City Council — Complaints Policy 2024

® How you can escalate your complaint to the next stage of the
process if you are not satisfied with your response”

CCC policy is
compliant with this.
Our template to
assist with
formulation of a
stage 1 response
contains bullet point
reminders of the
things to include in
the response and
some standard text
for escalating to
stage 2.

Stage 2




Co.dg Code requirement Comply: Evidence Commentgry/
provision Yes / No explanation
If all or part of the https://www.cambridge.gov.uk/media/55jk2gt5/complaints- The si f toxt
complaint is not resolved policy.pdf © sign-oit text on
to the resident’s a stage 1 response
640 | satisfaction at stage 1, it Ves Section 4.2.1 com I?as;:ggz how
' must be progressed to P
stage 2 of the Council’s “The Council aim to respond to complaints within 10 working days. If to requ_est
d St 2is th any or all part of the complaint is not dealt with to the satisfaction of escalation.
proce u re'_ age < is the the complainant at stage 1, they can ask for their complaint to be
Council’s final response. escalated to stage 2 of the Council’s complaints procedure”
Our Triage Admin
team are notified
Requests for stage 2 must immediately when
be acknowledged, defined https://www.cambridge.gov.uk/media/55jk2gt5/complaints- an escglatlon
and logged at stage 2 of olicy. odf request is made
6.11 the complaints procedure Yes — and it is assigned to
within five working days of . the appropriate
the escalation request Section 4.0 Officer straight
being received. away who will
acknowledge the
escalation.
Residents must not be https://www.cambridge.gov.uk/media/55jk2gt5/complaints- V\tlﬁ do asklfqr WTy
required to explain their policy.pdf rerr?aci:r?;nSnar:gan
reasons for requesting a but it is made Elgﬁr
stage 2 consideration. The Section 4.2 l’:h;tlthis ‘s not a
6.12 Council are expected to Yes . titis t
make reasonable efforts to “When we respond at stage 1, we will ask why the complainant does requirement, it1s 10
understand why a resident not feel their case was resolved at stage 1, and their preferred help us understand
. outcome of escalating their complaint to stage 2. This information is how to put things
remalns unhappy as part only to guide the Council, and is not a requirement to escalate a right.
of its stage 2 response. complaint.”
6.13 The person considering Yes https://www.cambridge.gov.uk/media/55ik2gt5/complaints- | Each service has




the complaint at stage 2
must not be the same
person that considered the
complaint at stage 1.

policy.pdf
Section 4.2

“Once a complaint is escalated to stage 2 it will be allocated to a
member of the Corporate Management Team, or Senior Manager
acting on their behalf. The person considering the complaint at stage
2 will not be the same person that investigated at stage 1.”

an Officer at stage
two with a higher
seniority than the
person at stage 1

The Council must issue a
final response to the stage

https://www.cambridge.gov.uk/media/55ik2gt5/complaints-

Our target time is

6.14 2 within 20 working days Yes policy.pdf ten working days at
of the complaint being stage 2
acknowledged.

The Council must decide

whether an extension to

this timescale is needed

when considering the https://www.cambridge.gov.uk/media/55jk2gt5/complaints-

complexity of the policy.pdf

Compla.mt and then inform “Sometimes cases are complex and require more than 10 days to . Our pO|I9y and .

6.15 the resident of the Yes investigate. If this is the case, the person investigating the complaint | internal guidance is
expected timescale for will contact the complainant to advise them of a new target date fora | compliant with this.
response. Any extension response. This will be a single time extension of up to a further ten
must be no more than 20 working days. We may on rare occasions pause case timers if we

. . require more information from complainants and are waiting for them
working days without good to provide it.”
reason, and the reason(s)
must be clearly explained
to the resident.
When an organisation https://www.cambridge.gov.uk/media/55jk2gt5/complaints-
informs a resident about policy.pdf CCC policy is
6.16 an extension to these compliant with this
' timescales, they must be Section 4.1 P '

provided with the contact
details of the

“When we change the target date on a case, the complainant will be




Ombudsman.

provided with the contact details for the relevant Ombudsman.”

A complaint response
must be provided to the
resident when the answer
to the complaint is known,
not when the outstanding
actions required to

https://www.cambridge.gov.uk/media/55ik2gt5/complaints-
policy.pdf

Section 4.1

Our policy states
that the point of
resolution is when a
solution to the
issues has been
identified or when

6.17 address the issue are Yes ;
completed. Outstanding “We consider the case resolved and responded to when we have any follow on works
actions must still be agreed a solution with the complainant and any follow on work has have been booked
X been scheduled. Rather than when that work has been completed. rather than when
tracked an(_j actioned _ We will still keep track of follow on work to ensure it is completed they have been
promptly with appropriate within an appropriate timescale.”
: completed.
updates provided to the
resident.
Our guidance and
training internally
The C i t add . . _ . states that alll
! e _OtU”C'_ mgs_ E’:h ress https://www.cambridge.gov.uk/media/55jk2gt5/complaints- |  issues within a
all points raised in the policy.pdf complaint must be
complaint definition and
rovide clear reasons for i addressed. There
6.18 | P e : Yes Section 4.0 are also prompts
any decisions, referencing ne
. _ _ ] o _ within our case
the relevant policy, law “We will also ensure that all points raised within the complaints mana
. " e gement
and good practice where definition are responded to and any decisions we make reference the t f
appropriate. relevant law, policy or good practice.” system for
formulating a
response
The Council must confirm https://www.cambridge.gov.uk/media/55jk2gt5/complaints- | All of these items
the following in writing to policy.pdf are prompted within
6.19 the resident at the Yes a response
completion of stage 2 in Section 4.0 template in our

clear, plain language:

case management




a. the complaint
stage;
b. the complaint
definition;
C. the decision on the
complaint;
d. the reasons for any
decisions made;
e. the details of any
remedy offered to put
things right;
f. details of any
outstanding actions; and
g. details of how to
escalate the matter to the
Ombudsman
Service if the
individual remains
dissatisfied.

“At both stages of our complaints procedure, we will confirm with you:

e The stage at which we are responding
e The definition of your complaint (what we understand your
complaint to be about)
o Whether we uphold your complaint, or do not uphold your
complaint
e The reasoning behind any decisions made
e The details of any remedies we offer to put things right
e Details of any outstanding actions relating to your complaint
e How you can escalate your complaint to the next stage of the
process if you are not satisfied with your response.”

system.

Stage 2 is the Council’s
final response and must

https://www.cambridge.gov.uk/media/55ik2gt5/complaints-

Staff at stage 2 are
members of our
Corporate

Management Team

6.20 involve all suitable st_aff Yes policy.pdf and have the
members needed to issue .
authority to make
such a response.
any relevant
decisions.
Section 7: Putting things right
Code Code requirement | Comply: | Evidence | Commentary/ |




provision Yes / No explanation
Where something has gone
wrong the Council must
acknowledge this and set
out the actions it has
already taken, or intends to
take, to put things right.
These can include:
. Apologising;
* Ac_:knowledglng https://www.cambridge.gov.uk/media/55jk2gt5/complaints- cce pollcy s
where things have gone olicy.odf compliant with
wrong; e this. This is
. Providing an Section 4.2.3 highlighted in
explanation, assistance or training, and case
7.1 reasons, . . . Yes “These actions can include, an apology and acknowledging what has ‘?W”ers are
. Taking action if there gone wrong, providing an explanation, taking action to rectify a delay | feéminded of these
has been delay; to receiving a service, reconsidering and potentially changing a things in the
o Reconsidering or decision, amending a record or adding a correction/addendum, response
changinga decision; providing financial redresg or rev{ew{ing and changing po”licies, template
. Amending a record or procedures or practices. This list is not exhaustive.
adding a correction or
addendum;
. Providing a financial
remedy;
. Changing policies,
procedures or
practices.
Any remedy offered must https://www.cambridge.gov.uk/media/55jk2gt5/complaints- CCC policy is
79 reflect the impact on the Yes policy.pdf compliant with
' resident as a result of any this. Remedial
fault identified. Section 4.2.3 action is based on




“The Council’s remedial action will reflect the impact the fault had on
the resident, and be tracked and monitored as part of the Complaints
process”

Ombudsman
guidance, or
actions which will
resolve the
issue(s) raised.

The remedy offer must

https://www.cambridge.gov.uk/media/55jk2gt5/complaints-

clearly set out what will policy.pdf
happen and by when, in _ CCC policy is
73 agreement with the resident Ves Section 4.2.3 compliant with
| where appropriate. Any When the C ' outlin th I be ol - this.
“When the Council outline this action, we will be clear with the
;elTedde)tLOposidt must be resident about what will happen, and the timescales involved. This
ollowe . rough to remedy will also be offered in line with guidance from the Local
completion. Government and Social Care and Housing Ombudsman.”
EZSOSEFQSLLZZTJE;aaEie https://www.cambridge.gov.uk/media/55jk2gt5/complaints- CCC policy is
7.4 issued by the Ombudsman Yes policy.pdf C&Epgaen; ;V';h
when deciding on : ' '
Section 4.2.3 comments

appropriate remedies.




Section 8:

Self-assessment, reporting and compliance

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary /
explanation

8.1

The Council must produce
an annual complaints
performance and service
improvement report for
scrutiny and challenge,
which must include:

a. the annual self-
assessment against this
Code to ensure their
complaint handling policy
remains in line with its
requirements.

b. a qualitative and
quantitative analysis of
the Council’s complaint
handling performance.
This must also include a
summary of the types of
complaints the Council
has refused to accept;

C. any findings of non-
compliance with this Code
by the Ombudsman;

d. the service
improvements made as a
result of the learning from
complaints;

Yes

https://www.cambridge.gov.uk/media/55ik2gt5/complaints-

policy.pdf
Section 5.0

“Each year an Annual Customer Feedback report will be produced
and presented to the Council’s Strategy & Resources committee.
This report will put the volumes of complaints into context alongside
service performance statistics, and outline any improvements made
as a result of the complaints raised throughout the year.”

CCC policy is
compliant with this.




e. any annual report
about the Council’s
performance from the
Ombudsman; and

f. any other relevant
reports or publications
produced by the
Ombudsman in relation to
the work of the Council.

The annual complaints
performance and service
improvement report must
be reported to the
Council’'s governing body
(or equivalent) and

Annual Report link: Compliments, complaints and
suggestions - Cambridge City Council

Annual report: Agenda for Strategy and Resources
Scrutiny Committee on Monday, 1st July, 2024, 5.30 pm -
Cambridge Council

The annual
complaints report
was presented on

18t July, and this
self-asssessment
was presented on
218t November. As

8.2 published on the on the Yes of ‘:,:Jelx,é(ﬁﬁ Lheese
section of its website Self Assessment: Agenda for Strategy and Resources resented together
relating to complaints. The Scrutiny Committee on Thursday, 21st November, 2024, P A further rg it '
governing body’s 5.30 pm - Cambridge Council relatil:lg t?) Hi%c;ing
response to the report complaints will be
must be published Governing body response: Compliments, complaints and taken to Housing
alongside this. suggestions - Cambridge City Council Scrutiny

Committee.
The Council must also https://www.cambridge.gov.uk/media/55jk2gt5/complaints-
carry out a self- policy.pdf If this situation
8.3 assessment following a Yes arises we would be
' significant restructure, Section 2.0 compliant.

merger and/or change in
procedures.

“Each year the Council will carry out a self-assessment against the




Ombudsman’s Complaint Handling Code to ensure that our complaint
handling remains in line with its requirements. This will be made
accessible to the public. This self-assessment will also be completed
following any major restructure, change to procedure or if requested
by the Ombudsman.”

The Council may be
asked to review and

https://www.cambridge.gov.uk/media/55ik2gt5/complaints-

policy.pdf
Section 2.0

If this situation

84 update the self- . Yes “Each year the Council will carry out a self-assessment against the arnses we \_NOUId be
assessment following an Ombudsman’s Complaint Handling Code to ensure that our complaint compliant.
Ombudsman handling remains in line with its requirements. This will be made
investigation. accessible to the public. This self-assessment will also be completed

following any major restructure, change to procedure or if requested
by the Ombudsman.”

If the Council is unable to

comply with the Code due

to exceptional

circumstances, such as a

cyber incident, they must

inform the Ombudsman, Should this occur a message would be put on the main CCC Policy would
8.5 provide information to Yes page of our website and all complaints related pages to be compliant with

residents who may be
affected, and publish this
on their website the
Council must provide a
timescale for returning to

compliance with the Code.

inform residents.

this should it occur.




Section 9:

Scrutiny & oversight: continuous learning and improvement

Co_dg Code requirement Comply: Evidence Comment_ary/
provision Yes / No explanation
https://www.cambridge.gov.uk/media/55jk2gt5/complaints-
The Council must look policy.pdf
beyond the circumstances .
of the individual complaint Section 5.0 CCC Policy i
9.1 and e on_S|der whether Yes “They will report on and analyse complaint themes and trends on a compliant
service improvements can monthly, quarterly and annual basis, and report any potential
be made as a result of any systemic issues, serious risks or any policies or procedures that
learning from the require a review to the appropriate service staff. This officer will also
complaint. report to Members on complaints performance and be responsible for
identifying service improvements and creating a culture that sees
complaints as an opportunity to make these improvements.”
A positive complaint
handling culture is integral
to the effectiveness with
which the Council resolve https://www.cambridge.gov.uk/media/55jk2gt5/complaints- CCC Policy is
99 disputes. Tr_]e Council must Yes policy.pdf compliant.
use complaints as a See text in 9.1
source of intelligence to Section 5.0 '
identify issues and
introduce positive changes
in service delivery.
Accountability and
transparency are also https://www.cambridge.gov.uk/media/55jk2gt5/complaints- .
. " . CCC Policy is
93 mtegrall toa poslltlve Yes policy.pdf compliant
complaint handling culture. See text in 9.1
The Council must report Section 5.0 :
back on wider learning and




improvements from
complaints to
stakeholders, such as
residents’ panels, staff and
relevant committees.

The Council must appoint
a suitably senior lead
person as accountable for
their complaint handling.

https://www.cambridge.gov.uk/media/55jk2gts/complaints-

policy.pdf
Section 5.0

This person must assess “The Lead Complaints Officer is accountable for all complaint CCC Policy is
94 any themes or trends to Yes handling in the Council. They will report on and analyse complaint compliant
identify potential systemic themes and trends on a monthly, quarterly and annual basis, and
issues, serious risks, or report any potential gystem/q issues, serious r/§ks or any policies or
lici q q procedures that require a review to the appropriate service staff. This
policies a_n pro_c_e ures officer will also report to Members on complaints performance and be
that require revision. responsible for identifying service improvements and creating a
culture that sees complaints as an opportunity to make these
improvements.”
In addition to this a
member of the governing
body (or. equivalent) must Responsibility for complaints sits with Officers from
be appointed to have lead . .
- Customer Services and the Exec CliIr for Customer To be appointed at
responsibility for . ; .
: . Services receives updates, as does the Leader of the future committee
9.5 complaints to support a Partially . .
o . . Council meeting.
positive complaint handling : . : .
. : Executive post - Executive Councillor for Finance and
culture. This person is Resources - Cambridge Council
referred to as the Member
Responsible for
Complaints (‘the MRC).
The MRC will be Responsibility for complaints sits with Officers from To be appointed at
96 responsible for ensuring Partially Customer Services and the Exec Clir for Customer future committee

the governing body
receives regular

Services receives updates, as does the Leader of the
Council

meeting.




information on complaints
that provides insight on the
Council’'s complaint
handling performance.
This person must have
access to suitable
information and staff to
perform this role and report
on their findings.

Executive post - Executive Councillor for Finance and
Resources - Cambridge Council

9.7

As a minimum, the MRC
and the governing body (or
equivalent) must receive:
a. regular updates on
the volume, categories and
outcomes of complaints,
alongside complaint
handling performance;

b. regular reviews of
issues and trends arising
from complaint handling;
C. regular updates on
the outcomes of the
Ombudsman’s
investigations and
progress made in
complying with orders
related to severe
maladministration findings;
and

d. annual complaints
performance and service
improvement report.

Yes

https://www.cambridge.gov.uk/media/55jk2gt5/complaints-

policy.pdf
Section 5.0

CCC Policy is
compliant




9.8

The Council must have a
standard objective in
relation to complaint
handling for all relevant
employees or third parties
that reflects the need to:

a. have a collaborative
and co-operative approach
towards resolving
complaints, working with
colleagues across teams
and departments;

b. take collective
responsibility for any
shortfalls identified through
complaints, rather than
blaming others; and

C. act within the
professional standards for
engaging with complaints
as set by any relevant
professional body.

Yes

The Council has an overall objective which is “All

colleagues will work together as a whole council to
live our values and behaviours in all that we do.”

Our values and behaviours fall into four categories:

Collaborative

| actively participate in team working.

| work with colleagues, external partners and
customers to achieve agreed outcomes.

| share my knowledge and experience with others.
| enable opportunities for internal and external
partnership working.

| make time to consult with networks to inform my
decisions.

| create opportunities for knowledge and
experience to be shared.

Courageous

| identify and embrace new and better ways of
doing things.

| question and challenge constructively when
needed.

| act quickly to resolve issues when they arise.

| act boldly to achieve positive impacts and results
| drive change, and support others to engage in
change.

| embrace challenges and challenge others, taking
balanced risks when needed.

Compassionate

| treat others fairly and respectfully

By living our values
in all that we do
and meeting our

corporate objective
these behaviours

will meet this
requirement.




| act inclusively and challenge discrimination

| care about myself, others and my impact on the
environment

| foster a culture of respect, diversity and inclusion
| champion the wellbeing of others

| take actions which reduce the effects of climate
change

Accountable

| am responsible for my own actions and
performance

| focus on delivering outcomes and I'm not easily
deterred

| actively seek development opportunities

I'm responsible for the delivery and performance of
my team

| act quickly when standards are not met

I'm responsible for decision making and
accountable for the outcomes




