CULTURE, LEISURE AND TOURISM
PORTFOLIO

DECISION SCHEDULE

HARTLEPOOL
BOROUGH COUNCIL

Tuesday, 21 September 2010
at10.00 am

in Committee Room A,
Civic Centre, Hartlepool

Councillor H Thompson, Cabinet Member responsible for Culture, Leisure and
Tourism will consider the following items.

1. KEY DECISIONS

No items

2.  OTHER ITEMS REQUIRING DECISION

2.1 Participation Of Community Resources Staff In Training Aw ayday 2010 —
Director of Child and Adult Services

3. ITEMS FORINFORMATION
3.1 Annual Complaints Report 1 April 2009 — 31 March 2010 — Director of Child
and Adult Services
3.2 Christmas & New Year Opening Arrangements 2010/11 — Libraries — Director
of Child and Adult Services
4. REPORTS FROM OV ERVIEW OF SCRUTINY FORUMS

No items
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CULTURE, LEISURE & TOURISM PORTFOLIO
Report to Portfolio Holder

21 September 2010

HARTLEPOOL
BOROUGH COUNCIL

Report of: Director of Child and Adult Services

Subject: PARTICIPATION OF COMMUNITY
RESOURCES STAFF IN TRAINING AWAYDAY
2010

SUMMARY

1.0 PURPOSEOF REPORT

To request the approval of the Portfolio Holder for Community
Resources staff to take part in the previously approved Library Staff
Training Awayday in 2010.

2.0 SUMMARY OF CONTENTS

The Libraries Transformational Plan agreed by Cabinet in June 2008
approved the holding of an annual library staff training awayday. This
requires closure of nomal library services for one day in the year in
order that all staff are able to attend. This year the date proposed for
the awaydayis Thursday November 18.

In February 2010 as part of Business Transformation Library Services
and Community Resources were joined as one section known as
Libraries and Community. In the interests of cohesion and equality it is
proposed that Community Resources staff should also attend the
awayday. This would involve closure of Community Centres during the
daytime on Thursday November 18 with the exception of Owton Manor
Community Centre after 2.30pm due to the provision of Oscars after
school service there.

3.0 RELEVANCE TOPORTFOLIO MEMBER

The Portfolio Holder is responsible for ensuring provision of Community
Centre resources in Hartlepool.
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40 TYPEOFDECISION

Non-key

5.0 DECISION MAKING ROUTE

Culture, Leisure and Tourism Portfolio 21 September 2010

6.0 DECISION(S) REQUIRED

That the Portfolio Holder agree to Community Resources staff taking
part in the awayday, to the choice of November 18 as the date for the
training awayday and for library and community centre services (apart
from the exception described) to be closed on that day.

10.09.21 - CLT PF - 2.1 - Participation of Community Resources in Training AwayDay
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Report of: Director of Child and Adult Services

Subject: PARTICIPATION OF COMMUNITY

RESOURCES STAFF IN TRAINING AWAYDAY
2010

1.1

2.1

2.2

2.3

PURPOSE OF REPORT

To request the approval of the Portfolio Holder for Community
Resources staff to take part in the previously approved Library Staff
Training Awayday in 2010.

BACKGROUND

The Forward Plan for Libraries agreed by Cabinet in June 2008
approved the holding of an annual library staff training awayday. This
requires closure of nomal library services for one day in the year in
order that all staff are able to attend. This year the day proposed for the
awayday is Thursday November 18. Notice to the public will be given
well in advance as in previous years.

In February 2010 as part of Business transformation Library Services
and Community Resources were joined as one section called Libraries
and Community. One purmpose of this is to enable doser joint working
and sharing of resources and capacity across the two previously
separate sections. To facilitate this and in the interests of cohesion and
equality it is proposed that Community Resources staff should also
attend the awayday. This would mean that during the day time on
November 18 community centres would be unstaffed and therefore
closed to the public. If this proposal is agreed by the Portfolio Holder it
will be possible to provide the public with two months notice of the one
day closure.

The will be an exception in that Owton Manor Community would still
remain staffed and open from 2.30 pm on November 18 for the Oscars
after school service.

FINANCIAL IMPLICATIONS

The awayday is the most cost effective way of getting all staff together,
addressing the principal issues affecting services and setting a
direction for the future that is understood and shared by all. The
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4.1

5.1

principal costs are, hire of venue suitable for approximately 90 staff,
hire of trainer/facilitator and refreshments. The overall cost of the
training day is approximately £1000. In previous years the library has
received support from the departmental Workforce Development
budget

EQUALITY & DIVERSITY ISSUES

If Portfolio Holder agreement is given, all users affected by Community
Centre dosure on November 18 will receive 2 months notice. Any
particular problems will be carefully considered. Itis already recognised
that the after school service at Owton Manor cannot be adversely
affected and arrangements will be made to keep the Centre open for
this.

RECOMMENDATIONS

That the Portfolio Holder agree to Community Resources staff taking
part in the awayday, to the choice of November the 18 as the date for
the training awayday and for library and community centre services
(apart from the exception described) to be closed on that day and this
is being pursued.

Contact Officer

Graham Jarritt

Libraries and Community Manager
(52)3194)

graham jarritt@hartlepool.gov.uk
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Belloofll
CULTURE, LEISURE AND TOURISM PORTFOLIO
Report to Portfolio Holder =)
21 September 2010 ---.,,‘f_,!--l
HARTLEPOOL

Report of: Director of Child and Adult Services

Subject: ANNUAL COMPLAINTS REPORT

1 APRIL 2009 — 31 MARCH 2010

SUMMARY

1.0

2.0

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report 1 April 2009 - 31 March 2010
1

PURPOSE OF REPORT

To present the fifth Annual Complaints Report of the former Adult &
Community Services Department on complaints and representations
for the period 1 April 2009 to 31 March 2010.

The Annual Reportis attached as APPENDIX A to this report.

The Annual Report is a means by which information is provided on the
complaints framework. It draws together information in relation to
complaints that have been received and dealt with during the reporting
period.

Complaints relating to Community Services come within the Authority's
Corporate Complaints Framework which is also reported to the
Performance Management Portfolio.

SUMMARY OF CONTENTS

The report offers an opportunity to demonstrate leaming that has

occurred from complaints and also consideration of trends emerging
through the year’s activity within the Complaints Framework.
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3.0

4.0

5.0

6.0

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report 1 April 2009 - 31 March 2010
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The content of the Reportincudes the following areas:

Types of complaints and representations received 2009/10;
Outcomes of complaints;

Compliance with timescales;

Learning lessons and service improvement;

Overview of the effectiveness of the framework.

The Report provides an analysis of recorded complaints and
representations and draws comparisons with the previous year.
Performance is highlighted in a range of areas and practice issues are
considered.

RELEVANCE TO PORTFOLIO MEMBER

Service is within the Portfolio Member's responsibility.

TYPE OF DECISION

Non key.

DECISION MAKING ROUTE

Culture, Leisure and Tourism Portfolio — 21 September 2010

DECISION(S) REQUIRED

That the Report be received.
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Report of: Director of Child and Adult Services

Subject: ANNUAL COMPLAINTS REPORT
(1 APRIL 2009 - 31 MARCH 2010)

1. PURPOSE OF REPORT

1.1 To present the fifth Annual Complaints Report of the former Adult &
Community Services Department on complaints and representations
for the period 1 April 2009 to 31 March 2010.

2. BACKGROUND

2.1 Complaints arising as a result of statutory adult social care functions
were within the scope of the former Adult & Community Services
Department Complaints Framework.

22 The Annual Complaints Report provides data and information about
activity in relation to the operation of the Complaints Procedures for
both Adult Social Care Services and Community Services.

2.3 The Annual Report outlines performance in a range of areas and also
highlights areas for development to ensure continued improvement in
the management and handling of complaints and representations
regarding Adult Social Care Services and Community Services.

3. FINANCIAL IMPLICATIONS
3.1 There are no financial implications of the report.
4. RECOMMENDATIONS

4.1 That the Report be received.

Contact Officer: Leigh Keeble, Development Officer
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APPENDIX A

Complaints, compliments and
representations

Annual report
1 April 2009 — 31 March 2010
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Hartlepool Borough Council
Adult and Community Services Department

Contents

—

» 1. Introduction

» 2.Background

» 3. Complaints framework: Adult and Community Services

» 4. New procedure

» 5. Principles and outcomes

» 6. Adults Social Care complaints

» 7. Community Services complaints

» 8. Training

© 00 N oo 0o B~ W DN
© o o0 O o1 A b~ OO W

» 9. Public information

» 10. Summary of representations in Adult Social Care 9

» 11. Summary of representations in Community Services 14

» 12.Local Government Ombudsman 16

» 13.Lessons learned 16

» 14. Advocacy 16

» 15. Conclusions and way forward 17

Appendices
»  Appendix 1:
Examples of compliments received in Adult Social Care 18
»  Appendix 2:
Complaints and action taken/lessons leamed in Adult Social Care 20
»  Appendix 3:
Examples of compliments received in Community Services 28

»  Appendix4:
Complaints and action taken/lessons leamed in Community Services 30

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
2 HARTLEPOOL BOROUGH COUNCIL



Culture, Leisure & Tourism Portfolio — 21 September 2010 3.1

1. Introduction

Welcome to Hartlepool Borough Council’s Child and Adult Services Department’s
Complaints, Compliments and Representations Annual Report. The report covers
the period 1 April 2009 to 31 March 2010 and is for adult social care and
community services. Children’s social care complaints, compliments and

representations are reported separately.

This report will be presented to the Portfolio Holders for Adult and Public Health
Services and Culture, Leisure and Tourism. It will also be provided to the Care
Quality Commission (CQC) and be made available to members of the public and

the Adult Social Care and Community Services workforce.

The report outlines:
* Details of the complaints and compliments received over the reporting period;
* Lessons learned and resulting immprovements following enquiry into complaints;

* Performance in relation to our handling of complaints.

2. Background

Complaints and compliments are valued as an important source of feedback on the
quality of services. Each complaintis investigated and, where appropriate, redress
made. Equallyimportantis the work to learn lessons to prevent a repeat of any

failure in service quality.

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
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3. Complaints Framework: Adult Social Care and

Community Services

Hartlepool Borough Council's Adult Social Care and Community Services
complaints framework is derived from the statutory complaints procedure for
complaints relating to Adult Social Care; and the corporate complaints procedure
for those relating to Community Services. The overall responsibility for both areas
rests with the Department's Complaints Manager/Assistant Director (Resources

and Support Services). The remit of the Complaints Managers is:

* Managing, developing and administering the complaints procedure.

* Providing assistance and advice to those who wish to complain.

* Overseeing the investigation of complaints that cannot be managed at source.
*  Supporting and training staff.

* Monitoring and reporting on complaints activity.

The frameworks cover situations where there is dissatisfaction about actions,

decisions or apparent failings of services within the Depariment.

4. New Procedure

Anew single approach to dealing with complaints for both the National Health
Service (NHS) and Adult Social Care started on 1st April 2009. These changes
are contained in the Local Authority Social Services and National Health Service
Complaints (England) Regulations 2009 and revoke the previous regulations. The
Department of Health produced guidance ‘Listening, Responding and Improving’
which supports the statutory requirements for the handling and consideration of

complaints.

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
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The three-stage process for complaints has been removed in favour of a ‘single
level’ process for formal complaints and a requirement for frontline staff to adopt a
more low risk or informal approach to complaints and to deal with these promptly.
The aim of the new procedure is to encourage a culture that uses people’s
experiences of care to improve the services we provide. To achieve this we aim to
look at people’s needs rather than the process of dealing with the complaint.

At present, complaints from self-funded users of independent services have no
redress outside of the organisation’s individual complaints policy for challenging
services or complaining about the care theyreceive. With effect from October
2010, adults who fund their own social care via agencies that are registered with
the Care Quality Commission will have access to an independent complaints
review service provided by the Local Government Ombudsman. This information
will be distributed to all staff that have direct contact in dealing with members of the

public.

5. Principles and Outcomes

Good handling of complaints and representations involves:

* Keeping the complainant at the centre of the complaints process;
* Being open and accountable;

* Responding to complainants in a way that s fair;

* Being timelyin responding to complaints;

" Being committed to try to get things right when they go wrong;

* Seeking to continually improve services.

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
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Both statutory and corporate complaints are underpinned by the following:

* Aprocedure that aims to be fair, clear, robust and accessible;

= Support being available to those wishing to make a complaint;

* Timely resolution following enquiry into complaints/representations;
* Lessons learnt following complaints and services improved;

* Monitoring being used as ameans of improving performance.

6. Adult Social Care complaints

Asingle, integrated complaints process was introduced on 1% April 2009. The
Local Authority Social Services and National Health Service Complaints (England)
Regulations 2009 places a dutyon NHS bodies and adult social care organisations
to coordinate handling of complaints and to advise and support complainants

through the procedure.

The three stage process previously adopted for adult social care complaints has

ended and asingle level process is how in use.

What is a complaint?
A complaintis any expression of dissatisfaction about a service thatis being
delivered, or the failure to deliver a service. The Local Government Ombudsman
defines a complaint as “an expression of dissatisfaction about a council service
(whether thatservice is provided directly by the Council or on its behalf by a

contractor or partner) that requires a response.”

A complaint can be made in person, in writing, by telephone or email or through
the Council’s website. It can be made at any office. Every effortis made to assist

people in making their complaint and any member of staff can take a complaint.

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
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Who can complain?

A complaint can be made by:

* Aperson who uses services

* Acarer

* Someone who has been refused a service for which they think they are eligible

* The representative of someone who uses services or a carer. This could be
with the service users or carers consent or in the case of someone who does
not have the capacity to give consent, where they are seen to be acting in the
bestinterests of that person.

* Anyone who is oris likely to be affected by the actions, decisions or omissions

of the service thatis subject to a complaint.

The new complaints procedure aims to be as accessible as possible. The policyis
flexible to ensure that the needs of the complainant are paramount and allows the
department and the complainant to agree on the best way to reach a satisfactory
outcome. Full details of the complaints policy and procedure are available on the

Council’'s website.

Timescales for the resolution of complaints
Staff will always try to resolve problems or concems before they escalate into
complaints and this ensures that, wherever possible, complaints are keptto a

minimum.

Since the introduction of the new regulations the only mandatorytimescale is that
the complainant receives an acknowledgement within 3 working days. The new
legislation allows for a more flexible approach to the amount of time in which
complaints should be dealt with. In our policy, we aim for even the most complex
of complaints to be completed within 65 working days of the complaint plan being
agreed. If timescales cannot be met, a new timescale must be discussed with the

complainant.

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
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There is a time limit of 12 months from when the matter being complained about
occurred to when a complaint may be made. After this time, a complaint will not
nomally be considered. However, the 12 month time limit does not apply where
the local authority is satisfied that the complainant had good reasons for not
making the complaint within that time and where itis still possible to investigate the

complaint effectively and fairly.

7. Community Services complaints

The process in relation to Corporate Complaints within Community Services is as

follows:

Formal complaint
Where a person remains dissatisfied with the service they have received or a
decision made, they have the right to take their complaint to a formal stage. The

complaint will be investigated by a Senior Officer.

Appeal
If a person remains dissatisfied with the response to their formal complaint, they
have the right for the matter to be referred to the relevant Portfolio Holder who will
review the documentation connected with the complaint and decide whether or not

the appeal should be heard by the General Purposes (Appeals) Committee.

8. Training

One training session delivered by the Local Government Ombudsman was held
during the year to a total of 12 members of the Department’s workforce. In
addition, promotion of the new Adult Social Care policy and procedure for dealing
with complaints has taken place with awareness raising sessions being held at

team meetings.

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
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9. Public Information

Information about the complaints and representations framework is accessible via
the Council’s public access points and also the Council’s website. New public
infoomation to reflect the changed policy and procedure for adult social care has
been developed. Carers and service users of Adult Social Care are provided with
the factsheets when they take up a new service and also when care plans are

agreed and reviewed.

Information in other formats such as large print, Braille, audio tape or translation in
languages other than English are made available upon request. There is also
available an easy-read format of the statutory Adult Social Care complaints

procedure.

10. Summary of representations in Adult Social Care

a. Compliments
Compliments are generally recognised to be an indicator of good outcomes for
service users and carers. Theyalso serve to provide wider lessons regarding the

quality of services.

During the reporting period, 76 compliments have been received relating to Adult

Social Care. Table 1 provides some examples of compliments received during
2009/10.

b. Summary and analysis of complaints

Complaints received

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
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A total of 27 complaints were received. One complaint was withdrawn making a
total of 26 complaints investigated. The number of complaints investigated has
increased by 15 from 2008/2009.

In line with the new regulations, 3 complaints were treated as joint complaints with
the NHS.

Client groups
The table overleaf provides a comparison of the number of complaints received by

client groups with those of the previous year.

Adult Social Care

Client group 2009/2010 2008/2009
Older Persons 17 8
Learning Disabilities 1 3
Physical Disabilities and Sensory Loss 8 1
Adult Mental Health (Integrated Service) 0 0
HIV/Aids 0 0
Substance Misuse 0 0
Carers 1 0
Total Number of Complaints Received 27 12

In summary, there were no complaints received this year relating to mental health
services, HIV/Aids or substance misuse. Complaints about physical disabilities
services and sensoryloss have increased with complaints about learning
disabilities services reducing. One complaint has been received relating to carers

services.

Nature of complaints
Table 2 outlines factors giving rise to complaints. Also detailed are the action
taken and lessons learned in relation to them.

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
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Statistical data of service users
The service users who were the focus of the complaints were 10 (38%) males and
16 (62%) females.

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
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All of the service users were White British and were aged as follows:
= 18-25: 1 service user
= 26-35: 1 service user
= 36-45: 1 service user
= 46-55: 1 service user
= 56-65: 5 service users
= 66-75: 4 service users
= 76-85: 9 service users

= 86+: 4 service users

Advocacy services
Six of the 26 complainants chose an advocate to assist them with their complaints.

Complaints carried forward from 2008/2009 - Stages 1,2 and 3
In the last report it was noted that one complaint had progressed to a Stage 3
Complaints Review Panel. At the time of the report it was not known whether that
complainant would approach the Local Government Ombudsman. The Local
Government Ombudsman has not progressed an enquiry with the Council in this

regard.

At the time of the last Annual Report, the outcome of one complaint, where the
complainant approached the Local Government Ombudsman in 2007/2008 was
still awaited. The Local Government Ombudsman discontinued their investigation
and set out to the complainant their reasons for this. The Local Government
Ombudsman recorded this complaintin their statistics for the year ending 31

March 2010 as “Ombudsman discretion”.

Investigation costs
Since the introduction of the new regulations in April 2009 the emphasis on local
resolution has resulted in a number of complaints being investigated as low impact,
thatis where there is one element to the complaint. These complaints have been

investigated intemally by Team Managers and Heads of Service.

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
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Seventeen of the 26 complaints investigated were handled intemally. ltis
estimated that these complaints take an average 10 hours from initial contact with
the complainant to the production of the response. The cost associated with these

investigations during the year was approximately £4658.

Complaints which are complexor have a number of elements are investigated by
external investigators. Independentinvestigating officers were appointed in 9 of
the 26 complaints investigated. Of the 9 complaints where an independent
investigator was appointed, invoices are still awaited in the case of 5 complaints
that remain ongoing as at 31 March 2010. Costs for the remaining 4 complaints
totalled £7340.81. Other costs for training (excluding room hire) totalled £1025.

Time taken to respond to completed complaints

All complaints must be acknowledged within 3 working days.

As has been noted there are no statutory timescales in place for completing a
complaint investigation. However, as part of our intemal complaints policy,
indicative timescales have been introduced. For those complaints identified as
having a low impact, the investigation and response should be aimed at being
concluded between 10 and 20 working days of the complaint plan being agreed.
Of those complaints identified as having a moderate impact, the investigation and
response should be aimed at being concluded within 40 working days of the
complaint plan being agreed. For those complaints identified as having a high
impact, the investigation and report should be aimed at being concluded within 65

working days.

Ten of the 26 complaints from 2009/10 were still being investigated as at 31 March
2010. The table below identifies the time taken to respond to the 16 complaints
concluded.

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
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Response times Adult Social Care
Number of working days Number of complaints
Low impact Moderate High impact
impact
0-9 2 0 0
10-20 2 0 0
21-40 7 2 0
41-65 0 0 0
Over 65 0 3 0
Total 11 5 0
Low impact

Of the 26 complaints investigated 12 were considered low impact. Eleven of the 12
low impact complaints have been resolved. One remains ongoing as of 31 March
2010. Fourofthe 11 (36%) low impact complaints resolved during the period were
completed within the required timescale. The remaining 7 complaints were
resolved outsides the timescales identified. However, the changing of timescale
was negotiated with the complainant.

Moderate impact
Of the 26 complaints investigated 10 were considered moderate impact. Five of the
10 moderate impact complaints have been resolved. The remaining 5 are ongoing
as of 31 March 2010. Two of the 5 (40%) moderate impact complaints resolved
during the period were completed within the required timescale The 3 moderate
impact complaints that were resolved outside the timescales were done so with the

agreement of the complainant.
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High impact
Of the 26 complaints investigated 4 were considered high impact. All 4 of these
complaints remain ongoing as at 31 March 2010. The complaints identified as
having a high impactshould be completed within 65 working days form the date on

which the complaint plan was completed.

Complaint outcomes
All complainants received written findings and conclusions following investigation
into their complaints. Outcomes of complaints received during the year are

summarised at Table 2.

Some of the service improvements resulting from complaints during the year are
detailed at Table 2.

11. Summary of representations in community services

a. Compliments

During the year, 10 compliments relating to Community Services have been
recorded. Table 3 provides some examples of compliments received during
2009/10.

b. Summary and analysis of complaints

Complaints received
In comparison to last year, the number of Community Services complaints received
has decreased; with 7 complaints being received compared to 11 in the previous
year (2008/09). It should be noted that 4 of the 7 complaints related to issues
regarding the Parks and Countryside Section. With effect from 1% April 2010 the
Parks and Countryside section transferred to the Regeneration and

Neighbourhoods department
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Service areas

The table below provides comparison of complaints received by different service

areas.
Community Services

Business unit 2009/2010 2008/2009
Adult Education 0 0
Parks and Countryside 4 5
Libraries 1 0
Sports and Recreation 1 5
Museums and Heritage 0 1
Strategic Arts 1 0
Total investigated 7 11

Nature of complaints
Table 4 provides factors giving rise to complaints and, from these, some of the

lessons that have been leamed.

Costs
The decision was reached for an independent investigating officer to be appointed
to investigate a complaintin the Parks and Countryside Section relating to
alloiments. The total cost of this was £1320.

Time taken to respond to complaints
The Corporate Complaints Procedure is required to operate within a timescale of
15 working days. Of the 7 complaints investigated, 4 (57%), were responded to
within the requisite timescale. Two complaints were responded to within 17 and 19
working days. The remaining complaint was the complaint that was investigated

independently which took 36 working days.

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
16 HARTLEPOOL BOROUGH COUNCIL




Culture, Leisure & Tourism Portfolio — 21 September 2010 3.1

Complaint outcomes
All complainants received written findings following enquiry into their complaints.

The outcomes of complaints received during the year are summarised at Table 5.

12. Local Government Ombudsman

Complainants who are dissatisfied with the investigation and/or outcome of their
complaint may refer to the Local Government Ombudsman for adjudication. No
enquires have been received from the Local Government Ombudsman in relation

to Adult Social Care or Community Services complaints in 2009/10.

13. Lessons learned

Lessons learned are an important aspect of the Complaints Framework. Tables 2
and 5 respectively outline the context of some improvements that have been putin
place as a direct result of complaints and representations received in both Adult

Social Care and Community Services.

14. Advocacy

Advocacy provision is routinely highlighted to complainants. Advocacy services
are available through local advocacy providers. These include:

= Citizens Advice Bureau (CAB)
= Hartlepool MIND

= Hartlepool Carers

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A
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During 2009/10, a total of 6 complainants (Adult Social Care)sought use of an

Advocate to support them with their complaints.

15. Conclusions and way forward

We continue to ensure that a person-centred approach is adopted for the handling
and investigation of each complaint. This approach has provided a good basis for
the introduction of the new complaints policy, ‘Listening, Responding, Improving'.
We will continue to focus on ensuring that we monitor that: complainants receive

appropriate and timely feedback on complaints; appropriate apologies are offered;

and any service improvement recommendations are delivered.
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Appendix 1
Table 1: Examples of compliments received across adult

social care services

“I'am writing on behalf of my husband J and myself to say a very grateful Thank
You and to your staff who have been so helpful these last few weeks. Especially
MG who has bent over backwards to help us in this difficult period. Also the
support of telecare and bed lever which are a great help to.

“Ididn’t know there was such help to be had and may you continue the good work

for the elderly and needy...”

* From the wife of aservice user regarding a social worker and support from
occupational therapy.

“My elderly aunt recently needed urgent support from your team and | am writing to
say ‘thank you’ and to praise CSs help and understanding in a difficult situation. C
was efficient, compassionate and empathetic to a confused 90 year old and pro-
active in offering solutions in our crisis. Her calm assurance made a difficult
situation run smoothly to a successful solution.

My own experiences of social workers (20 ormore years ago) had led me to
anticipate problems, but | was delighted with the help, support and understanding
given by C”

" From a family member regarding a social worker in the Central Team.

‘I have received nothing but excellent help from the social services staff, they all
have helped me in any way they could. Theyhave been more like helpful friends
to me. I reallyadmire them and the work they do, and have benefited from their
care and concern.”

* From aservice user regarding home care services

‘I was lucky enough to receive support for 6 weeks from SC, after | had had a long
period of depression for which | was receiving treatment with few results.

Itwas TOTALLY DUE to the support and encouragement | received from SC that

slowly | have regained the want to become engaged again with people, interests,
and life in general, and she should be highly complimented. |live alone, have no

family within 350 miles her support was important to me.
= From aservice user regarding an intensive support worker.

‘I phoned social services and AF came to my home to see me regarding a reclining
chair. She was really nice towards me and my husband and took all the details
from me. Within a fortnight | received the chair and | am really, really pleased with
it. I sleepinit,itis so comfortable.
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| have had it for 3 weeks now. AF has justbeen in todayto see me and how | am
managing. | told heritwas a god send. Thank you for your help, you’'ve made me

happy.”
* From aservice user regarding an occupational therapist.

‘I am writing with regard to my mother named above. | should have done this
earlier but | just wanted to say thank you for all your support and caring attitude
over the last few months.

| have found it so comforting to know that | could contact you about anything,
knowing that you would sort everything out. You seemed to realise what a
distressing time this has been, putting things in to place to ensure a smooth
transition from respite to home, even though my mother really wanted to stayin
West View Lodge.

| am so sorry we have to lose you and only hope we are assigned someone as
good as you. .”
* From the daughter of aservice user regarding the Multi-Link Team.
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Appendix 2

Table 2: Adult social care completed complaints investigations and actions taken/lessons learned

Reference | Complaint Action taken/lessons learned

1 The complainant, (KS), the mother of aservice user, is Complaint: Not Upheld
unhappy with the resource allocation in relation in relation to
her son’s current care package and alleges that A&CS Complaintinvestigated by Independent Investigating Officer
Department has not taken full account of herson’s needs. The
complainant also raises issues which span the care her son Explanation Provided:
received whilstin Children’s Services, the transitional period e Formal reportissued to complainant and departmental
from Children’s to Adult Services and more recently with Adult response.
Services.
MODERATE IMPACT COMPLAINT
PHYSICAL DISABILITIES

2 The complainant, (PP), the daughter of a service user, is Complaint: Upheld

dissatisfied with an increase in her fathers care package that,
allegedly, has been implemented without discussion with her
father or herself. The complainant also advises that there was
an arrangement, with the previous Social Worker, that any
changes to her father’s care package would be discussed with
her also.

LOW IMPACT COMPLANT

OLDER PERSONS

Explanation Provided:
e Team manager visited complainant to discuss complaint.

e Explanation provided to complainant about the process that
should have been followed. An apology was made for this.
This was confirmed in writing.
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The complainant, (AM), the daughter of a service user, alleges | Complaint: Partly Upheld
that her mother’s hospital discharge was unsafe. This
complaint spans both Adult Social Care and the local acute Explanation Provided:
NHS Trust e The local authority led the investigation of this complaint with
responses being provided by the local acute NHS trust where
MODERATE IMPACT COMP LAINT relevant.
e An explanation was provided to the complainant on each
OLDER PERSONS element of her complaint.
The complainant, (JE), the carer of a service user, is Complaint: Partly Upheld
dissatisfied with the service received from the Independent
Sector Home Care Agency appointed to provide the Carers Explanation Provided:
Emergency Respite Care Service. e Explanation provided to the complainant.
e Complainant provided the local authority an opportunity to
LOW IMPACT COMPLAINT review their procedure and ensure that anyone using the
service in the future is provided with a positive experience.
CARER e The contracted provider visited the complainant to offer a
personal apology.
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The complainant, (MC), the grandson of aservice user, is
concerned about several issues in relation to his grandmothers
care and the Department’s dealings with him in this respect.
MODERATE IMPACT COMPLAINT

OLDER PERSONS

Seven Elements to complaint:
e 5 NotUpheld
e 2 Upheld

Explanation Provided:
e Formal report and Departmental response issued to
complainant.

The complainant, (GB), the son of a late service user, is
unhappy with a delay in the reimbursement of care package
monies following the death of his mother.

LOW IMPACT COMPLAINT

OLDER PERSONS

Complaint: Upheld

Explanation provided:

e Telephone call made to complainant to discuss complaint

e Explanation provided to the complainant that it was the result
of human error that the reconciliation request/ subsequent
refund was not completed within appropriate timescales
resulting in the delay. Complainant indicated that although he
is now aware the staff member made the mistake, he did not
wish to apportion blame to the worker as she managed his
mother’s case very well throughout, and he acknowledged
that “we all make mistakes sometimes”. The complainant
considered the matter resolved.

e (Covering letter and cheque sent to the complainant.
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The complainant, (CR), the daughter of a service user, is Complaint: Upheld

unhappy that information in relation to a first point of contact

was not provided by the Social Work Officer to another Explanation Provided:

organisation as she, allegedly, requested. The complainantis e Jointvisit made to complainant with mental health trust.
also unhappy that her elderly parents were contacted directly e Apology offered for the oversight.

by the other organisation which the complainant had wished to e Records amended to identify the complainant as the named
avoid. This complaint spans Adult Social Care and the Local contact person.

Mental Health Trust.

LOW IMPACT COMPLAINT

The complainant, (PH), the father of a service user, is unhappy | Complaint: Partly Upheld
that his son has been assessed as contributing towards the
cost of his care. The complainant alleges the Social Worker Explanation provided:

indicated his stay would be free for the first 6 weeks. e Explanation provided and confimation that the sum of

£272.72 would not be pursued.
LOW IMPACT COMPLAINT
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12 The complainant, (EB), a service use, is unhappy with a Complaint: Partly Upheld
proposed change of care agency/care workers. The
complainant wishes to remain with her existing provider (Direct | Explanation provided:
Care and Support Team) as opposed to an independent sector e Explanation provided and agreement reached for service
care provider. user to remain with the Direct Care and Support Team

until the point the service user may need more support

LOW IMPACT COMPLAINT which would be provided by the Independent sector.

13 The complainant, (AL), the daughter of a deceased service Complaint: Partly Upheld

user, is unhappy with the arrangements relating to the
collection of OT equipment following her father’s death,
subsequent confusion of which Depariments were aware of the
change in circumstances as well as a letter, addressed to her
late father, received from another Depariment some 4 months
after his death.

LOW IMPACT COMPLAINT

Explanation provided:

e Explanation provided of how the A&CS Department and
the Chief Executive’s department had become aware of
the death of the complainant’s father.

e Adaptation Service (Regeneration and Neighbourhoods)
distributed satisfaction survey without first checking for
any changes in circumstances. Regeneration and
Neighbourhoods have rectified this.
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15 The complainant, (LC), a service user, alleges thatshe was not | Complaint: Partly Upheld
infoomed that the temperature setting on her level-access
shower would be pre-set to a maximum temperature. The Explanation Provided:
complainantis unhappy that she is unable to control the e Team manager visited the complainant to discuss her
temperature settings and queries whether this policy will complaint.
implemented retrospectively to all other service users who e Letterissued to complainant outlining findings.
have previously had level-access shower installed. e OT Practice improved by recording the water temperature
setting on the person’s care plan.
LOW IMPACT COMPLAINT
17 The complainant, (CT), the daughter of a service user, is Complaint: Not Upheld
unhappy with a decision reached around her mother’s hospital
discharge. This complaintspans both health and social care. Explanation Provided:
e The local NHS acute trust led the investigation of this
MODERATE IMPACT COMP LAINT complaint.

e The Local Authority provided a response to the complaint
which was incomporated into a written response to all
elements raised.

19 The complainant, (SH), the brother-in-law of a service user is Complaint: Partly Upheld

unhappy with the decommissioning of the frozen meals service.

LOW IMPACT COMPLAINT

Explanation provided:

e Strategic Commissioner visited complainant to discuss
situation and indentify possible alternatives.
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21 The complainant, (TV), the brother of a service user, was Complaint: Partly Upheld
unhappy with the practice of the Social Worker involved in his
sisters care following his brother-in-law’s hospital admission, Explanation provided:
The complainant also alleges that his sister’s case was closed e Explanation provided in relation to process carried out by
inappropriately. the Social Worker.
e Acknowledgment that the closure letter sent was
MODERATE IMPACT COMP LAINT inappropriate and apology was issued.
OLDER PERSONS
22 The complainant, (NF), the nephew of a service user, is Complaint: Partly Upheld

unhappy with the information provided to him by the Social
Worker working with his aunt to facilitate her safe discharge
from hospital on 23.12.09. the complainantis also unhappy
with information provided to him from a previous Social Worker
when arranging an increase in his Aunt's care during a period
of ill health in 2008

LOW IMPACT COMPLAINT

PHYSICAL DISABILITIES

Explanation provided:
e Explanation provided of the process for admission into a
care home and the contribution policy.
e Acknowledgement that there may have been a
misunderstanding in communication.
e Reimbursement of £88.43 for extra care provided to the
complainant’s aunt following hospital discharge in 2008.

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A

27 HARTLEPOOL BOROUGH COUNCIL




Culture, Leisure & Tourism Portfolio — 21 September 2010

3.1

23

The complainant, (YT), a service user, alleges that:

e She had no contact from the Social Worker for 5
months and she was notinformed by her previous
Social Worker thatshe was moving to another team.

e There was a lack of information around the options
that were available to support the complainantin her
role as a parent.

LOW IMPACT COMPLAINT

Complaint: Upheld

Explanation provided:
e Explanation provided
e Apologyissued for the lack of pro active social work
support as well as for not making clear a referral would
need to be made to children’s services if the
complainant’s situation changed and she needed support
with her children.
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Appendix 3
Table 3: Examples of compliments received across

community services

“We spent a lovely day visiting the Museum and HMS Trincomalee and plan a
return visitin the not too distant future. We have also informed our family and
friends what a great place itis to visit

Please pass on a big ‘Thank You’ to the members of staff involved — you have a
great team working for you”
* From visitor to the Museum and HMS Trincomalee

“Iwould like to thank the library staff for the fantastic service they have provided
over the last sixweeks.

At St Hild’s Church of England School we have been involved in a local history
project over the last sixmonths. One of the areas identified by learners was family
history. | contacted the library to see if they could help with the delivery of these
sessions, they were very helpful and have since runme a sixweek programme.

All the learners have commended on how efficient and knowledgeable SMis”
* From a project development worker about staff at Central Library.

‘I would like to thank you for the excellent Exercise for Life programme which is
currently running in Hartlepool. My husband aged 72 has high blood pressure
which is controlled by medication and was diagnosed with C.O.P.D. last October.
He has not taken anyreal exercise since being retired. He asked the doctor if he
could have a GP Referral. He was allocated to a class taken by ES at Mill House
on Monday afternoons. He found the class very suitable for his condition and | felt
confident that he was extremely well monitored by ES.

We are very fortunate indeed to have these excellent very caring services available
in Hartlepool and wish to complement you on your excellent well qualified tutor
who made my husband feel so much at ease and given him so much
encouragement .”

* The wife of individual attending the Exercise for Life Programme.

“‘My husband and | attend water and chair mobility e xercises and we wish to
convey our sincere thanks to you and your team for helping us achieve a much
better quality of life.

When we started the exercises we had very restricted movements in muscles and
joints but the improvement is remarkable.

We were discussing this with othermembers of the class and decided to express
our thanks in a letter. | wrote the letter and others express their wish to sign itand
it snowballed and as you can see itis now quite a large ‘thank you’.
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We really do appreciate what you are organising for the disabled people in our
town and a heartfelt thank you for all.
" From a group of people who use Sports Developments activities.

“We have the pleasure of using Owton Manory Library. We can’t praise the staff
enough — each and everyone is a credit to the library. They are helpful,
knowledgeable and take time with advice also finding books forme that | myself
couldn’t find.

| explain the type of book | like to read and they always come up with a ‘Good
Read'.

The libraryitself is wam and friendly place — | cannot praise itmore. We will
continue to use your facilities for many years to come — thank you.
= From an older couple who access their local library.
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Appendix 4

Table 4. Community services complaints investigation and actions taken/lessons learned

Reference Complaint Action taken/lessons learned
1 The complainant, (LB), alleges that a member of the Complaint: Unable to Substantiate.
Community Services staff swore at him during an incident
which occurred on 4.7.09 Explanation Provided:

e Responding Officer met with complainant to discuss the
incident.

e Letter sentoutlining findings. Complainant advised without
anyindependent witnesses, this allegation could not be
substantiated either way.

2 The complainant, (JB), a user of a Leisure Centre, is unhappy | Complaint: Not Upheld.

that the facility did not take card payments and was unable to
‘hold’ spaces until the user returned with cash payment

Explanation Provided:

Responding Officer telephoned complainant to discuss
complaint.

Complainant advised about procedure whereby staff have
been advised that must take payment with the booking as
well as outlining the reasons why staff cannot ‘hold’ places.

QOutlined card payment system being considered
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The complainant, (PW), a young person (10 years) who uses
the play equipmentin a local park, was unhappy that her
clothing and legs were left with ‘black marks’ on after using the
swings. The complainant alleged that the ‘black marks’ were
from the rubberswing seat.

Complaint: Partly Upheld.

Explanation Provided:

e Aletter confirmed that an inspection of the play equipment
would take place to assess the swing seats and an apology
was also provided.

o Afurther letter was sent to explain that rubber seats did not
appear to be breaking down thus causing the ‘black marks’.
It appeared the ‘black marks’ were being caused by the
sticky tree sap falling from the branches that overhang the
playground. The playground inspector was arranging to get
the tree branches cut as these were not only causing a
problem to the playground but also for people using the
bowling green situated next to the playground. In the
meantime, the playground inspector has been trying to keep
the seats clean.

The complainant, (JP), the son of an allotment holder, is
dissatisfied with the issue of a ‘notice to quit’ and has raised a
number of elements of complaint around his dealings with
Allotment staff.

Complaint: Partly Upheld
Complaint investigated by independent investigating officer.

Explanation provided: formal response issued to complainant and
departmental response

10.09.21 - CLT PF - 3.1 - Annual C omplaints Report App A

32 HARTLEPOOL BOROUGH COUNCIL




Culture, Leisure & Tourism Portfolio — 21 September 2010

3.1

The complainant, (IE), a library user, is unhappy with the noise
levels during an event held in the Central Libraryon 11
November 2009 and alleges a dismissive response to his
dissatisfaction from the Library Manager

Complaint: Partly Upheld.

Explanation provided:

e The venue was one of a number of venues participating to
support a day of activities promoting physical activities
considered beneficial to peoples health.

e Explanation shared that perhaps we were not fully aware of
how loud the music was going to be when it was agreed.

The complainant, (DS), a user of a parks & countryside facility,
is unhappy with several aspects of his dealings with the
Centre Manager.

Complaint: Unsubstantiated.

Explanation Provided:
e Extensive historical background, condusions and way
forward specified.
Note: complainant wishes for review by Portfolio Holder.

The complainant, (MM), is unhappy with the inappropriate
activity occurring in or around the allotment site opposite his
home. The complainant alleges the plot holders are
responsible for this inappropriate activity.

Complaint: Unable to Substantiate.

Explanation Provided:

e Meeting held with complainant and explanation provided of
what could and couldn’t be achieved in terms of enforcement
action and where the council need to work in partnership
with other agencies. It was pointed out that itis unlikely there
will be swift resolution. Complainant agreed for the council to
fita camera outside of his home to record any activity.
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CULTURE, LEISURE & TOURISM PORTFOLIO
Report to Portfolio Holder

21 September 2010

HARTLEPOOL
BOROUGH COUNCIL

Report of: Director of Child and Adult Services

Subject: CHRISTMAS & NEW YEAR OPENING
ARRANGEMENTS 2010/11 - LIBRARIES

SUMMARY

1.0 PURPOSEOF REPORT

To request the approval of the Portfolio Holder for the proposed
opening hours for the public library service over the Christmas/New

Year period 2010/11

2.0 SUMMARY OF CONTENTS

The single status agreement introduced within Hartlepool Council from
April 2007 requires staff to normally take holiday over the period
between Christmas and New Year. Library Services have previously
remained open over this period, however following public consultation
some adjustments to opening on Christmas Eve and New Years Eve
were made in 2009/10. Due to the days of the statutory holidays, the
holiday calendar for 2010/11 is unusual and there are grounds for
proposing libraries should close for the period between Christmas and
New year on this occasion.

3.0 RELEVANCE TOPORTFOLIO MEMBER

The Portfolio Holder is responsible for ensuring that a comprehensive
and efficient library service is delivered in Hartlepool.

40 TYPEOFDECISION

Non-key
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5.0 DECISION MAKING ROUTE

Culture, Leisure and Tourism Portfolio — 21 September 2010

6.0 DECISION(S) REQUIRED

The Portfolio Holder is asked to approve the proposed opening and
closure hours for the Christmas and New Year holiday period 2010/11
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Report of: Director of Child and Adult Services

Subject: CHRISTMAS & NEW YEAR OPENING

ARRANGEMENTS 2010/11 - LIBRARIES

1.1

2.1

2.2

2.3
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PURPOSE OF REPORT

To request the approval of the Portfolio Holder for the proposed opening
hours for the public library service over the Christmas/New Year period
2010/11

BACKGROUND

In 2007 the single status agreement for Hartlepool Council set out the
general principal that staff would be expected to nomally take holiday for
the period between Christmas and New Year. The Library previously has
opened over this period and therefore the library staff found themselves
an exception to this part of the agreement. Over the Christmas period
2008 the library surveyed users as to their use of the library over the
period in question. Book issue and visitor data was also collated. As a
result of this some adjustments were carried out to the opening hours, on
Christmas and New Year's Eve. There were no negative reactions to
these changes fom members of the public.

In 2010/11 the holiday calendar is unusual with Christmas day, Boxing
Day and New years Day each falling on a week-end, followed then by
additional bank holidays on the following week-days. Under historic
opening arrangements the library would dose for 4 days (Dec 25" — Dec
28™) |, open 3 days, ((Dec 29™ — 31%) | then close on Saturday Jan 1%,
open again on Sunday Jan 2™ then close once more for the additional
bank holiday on Jan 3™, then open on Jan 4"

This makes for a complicated and potentially confusing opening and
closure timetable. It is proposed that it would be simpler and clearer for
all concemed to close the library for the whole holiday period. In 2009/10

following consultation and analysis of usage of the service, early closing
was introduced on Christmas Eve and New Years Eve. This was
successful so it is proposed this arrangement continue in 2010/11.
Additionally it is proposed that libraries would close on Christmas Eve (at
2.00pm in Central Library, and 12.30 pm in branches, and remain closed
throug{hhout the holiday period, opening again at nomal time on 'tII:uesday
Jan 4". The additional days proposed for closure are Wed 29", Thurs
30", Fri 31 Dec, and Sun Jan 2™. As in previous years there will be no
Home Library Service or Mobile Bus service over the holiday period.
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3.1

4.1

5.1

6.1

Timetable are adjusted to minimise impact of this. (proposed library
opening hours Appendix 1)

FINANCIAL IMPLICATIONS

The primary purpose of this recommendation is not financial, but rather
the avoidance of a very confusing timetable of library openings. However
there would also be a substantial saving with staff being required to take
holiday at a time when the library is closed. At other times, as the
libraries are open when staff take holiday it is necessary to pay for relief
staff cover.

EQUALITY & DIVERSITY ISSUES

In the user survey carried out in 2008, 7% of survey respondents said
closure of the library services between Christmas and New Year would
be a major problem, 23% a minor problem and 70% no problem.
Although usage of library services remained comparatively high between
Christmas and New year during the survey period in 2008, the responses
suggest there would not be major equality or diversity impacts. The most
wulnerable group of library users are housebound people who rely on the
delivered service. This service already does not run between Christmas
and New year and the timetable is adapted to take account of this. This
group would not be adversely affected by the report's recommendations.

STAFFING IMPLICATIONS

Staff would be required to take holiday between Christmas and New
Year. This is standard formost HBC staff.

RECOMMENDATIONS

The opening hours proposed in this report are recommended to the
Portfolio Holder for agreement and implementation.

Background Paper

Summary of Response, Survey, Xmas opening, 2008

Contact Officer:

Graham Jarritt

Libraries and Community Manager
01429 (52) 3194

graham jarrit@hartlepool.gov.uk
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3.2

Appendix 1

2010/11: Submitted to Culture, Leisure and Tourism Portfolio; Sept 21*

2010

Central & Reference Library:

Mon Tue Wed Thur Fri Sat Sun
Dec 20 21 22 23 24 25 26
Normal Normal Normal Normal | Close at Xmas Boxing
opening | opening | opening | opening [ 2.00pm* day day

closed closed

27 28 29 30 31 Jan 1 2

Bank Bank Close* Close* Close* New Close*
holiday holiday years
closed closed day

closed
3 4 5 6 7 8 9

Bank Normal Normal Normal Normal Normal Normal
holiday | opening | opening | opening | opening | opening | opening
closed

* proposed closure
Branches

Mon Tue Wed Thur Fri Sat Sun
Dec 20 21 22 23 24 25 26
Normal Normal Normal Normal | Close at Xmas Boxing
opening | opening | opening | opening 12.30 day day

pm * closed closed

27 28 29 30 31 Jan 1 2

Bank Bank Close* Close* Close* New Close
holiday holiday years (normal)
closed closed day

closed
3 4 5 6 7 8 9

Bank Normal Normal Normal Normal Normal Normal
holiday | opening | opening | opening | opening | opening | opening
closed

Vehicle Services (Home Library, Mobile Bus)

* proposed closure

There are no Home or Mobile services over the holiday period. Last
services on Dec 24™. Services restart Jan 4™.

10.09.21 - CLT PF - 3.2 - Christmas and New Year Opening App 1
1

HARTLEPOOL BOROUGH COUNCIL




	21.09.10 - Culture, Leisure and Tourism Portfolio Decision Schedule
	2.1 - Participation of Community Resources Staff in Training Awayday 2010
	3.1 - Annual Complaints Report 1 April 2009 - 31 March 2010
	3.2 - Christmas and New Year Opening Arrangements 2010/11 - Libraries


