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Appendix 2   Complaints and compliments by department 2019/20 

 
1.  Summary 
1.1 The chart below shows the number of complaints received in 2019/20 by department 
compared with 2018/19 and 2017/18. ESCC received 731 complaints in total in 2019/20 compared to 
745 complaints in 2018/19, which represents a slight decrease of 2%. Please note comparisons of 
complaints and compliments between departments are not valid due to the nature of the different 
services provided by each department. 
 

 
  
 
1.2  The following table presents the number of Local Government & Social Care Ombudsman 
(LGSCO) complaints for ESCC where decisions were made and the percentages of upheld 
complaints compared to similar authorities for 2019/20 and 2018/19. LGSCO complaints by 
department are represented in the sections below. 
 

 
1.3 For upheld complaints there were 40 remedies that ESCC carried out. The following is a 
breakdown of the remedies:   

 
 Apology (9)  
 Financial Redress (12): due to avoidable distress / time (9), quantifiable loss (3) 
 New appeal, reconsidered decision, reassessment (4) 
 Procedure or policy review / change (4) 
 Training and guidance (5) 
 Provide services (2) 
 Add or correct records (1) 
 Provide information/advice (1) 
 Other (2) 
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Total  

 

ESCC  
uphold rate % 

Average 
County 
Council 

uphold rate % 

2019/20 38 20 18 62 101 53% 66% 

2018/19 42 28 13 49 90 67% 64% 

2017/18 35 16 19 53 88 46% Not available 



 

2.  Adult Social Care  
 

 2019/20 2018/19 Change 

Number of complaints received 406 411 ↓1.2% 

Number of complaints  
upheld/partially upheld   *to date 

159* 179 ↓11.2% 

Number of compliments 1431 1375 ↑4.1% 

 
2.1  Summary 
2.1.1 There was a slight 1.2% decrease in the complaints received about Adult Social Care (ASC) 
services compared to last year.  
 
2.1.2    The ASC complaints process was deferred in mid-March 2020 so ASC could ensure its focus 
was directed to the impact of COVID-19. As a result, 48 complaints have yet to receive an outcome 
and so it is not possible to provide a direct comparison with last year of the complaints that were 
upheld or partially upheld. To date, out of 358 complaints that have an outcome recorded, 44% of 
complaints were upheld or partially upheld. This is the same as last year.  
 
2.1.3    The proportion of complaints reported by clients themselves has again increased significantly 
to 63% from 43% in 2018/19 and 24% in 2017/18. Clients continue to appear to feel more confident 
to let us know when something is not right. Channel shifts with increased use of email and the 
availability of an online complaints process are likely to have had an impact.   
 
2.1.4   Target response times were lower with less than half of complaints achieving a response within 
10 to 20 working days, which is consistent with last year. Aside from the impact of deferring the 
complaints process on target times, complaints increasingly cut across a number of services with 
increasing complexity, which can take longer to look into. It may also be an indicator of the longer 
term impact of having a reduced number of managers and the competing demands on their time. 
 
2.2  Action taken to improve the service 
 
2.2.1 This section provides analysis of complaints for ASC in 2019/20 and actions related to these 
themes.  
 
2.2.2 The highest complaint category related to assessment functions, with 91 recorded for this year 
and 34 (37%) either upheld or partially upheld.  

 51 complaints related to assessments for social care support, with 21 (41%) upheld or 
partially upheld. Almost half of these complaints did not agree with the outcome or decision 
of the assessment. 

 Financial assessments received 27 complaints with 6 (22%) upheld in full or part, and 44% 
of these complaints were about a delay in doing something, and 41% were unhappy with the 
outcome of the assessment to identify the amount someone pays towards their care. 

 Blue Badge mobility assessment outcomes recorded 8 complaints with 4 (50%) upheld.  
 

2.2.3   Application of national eligibility criteria and financial guidance can leave some people feeling 
that their individual circumstances have not been considered as they would like. Where complaints 
were upheld, assessment outcomes were reviewed and individual actions taken to ensure the impact 
of the complaint was addressed, such as ensuring a service provided met clients and carers needs 
and any financial errors were amended.  

 
2.2.4   There were 88 complaints received about the provision of services provided or commissioned 
by ASC and 34 (39%) of these were upheld or partially upheld. The dominant theme related to the 
quality or standard of ASC services falling below expectation or an inadequate service provided by a 
third party provider, such as a home care agency.   
 
2.2.5   There is often a link between complaints about quality and charges for social care services. 
Despite extensive work on developing information about charges, many complaints about the 
provision of services are presented to the department on receipt of an invoice. Where complaints 
were upheld, charges were sometimes waived or written off. Confusion or barriers in accepting that 
most ASC services are subject to a client contribution does still remain and the development of 



 

accessible information continues with a focus on helping clients self serve through developing 
accessible online financial indicators.                                                                           
 
2.2.6 Another area of complaints related to reported shortfalls in staff actions and behaviour such 
as attitude and failing to do something. There were 37 complaints received with 37% (14) of these 
complaints upheld or partially upheld. In these instances, supervision and/or further training provided 
support to staff to reflect on and develop their practice. 
 

2.2.7 Other actions taken to improve services in 2019/20 included: 

 The ISEND and Transitions Team have drawn up a protocol to ensure effective joint working 
and information-sharing between them. A robust system is now in place to identify young 
people whose specialist educational placements are due to end and ensure timely referrals 
are made to the Joint Assessment Panel to make decisions on future placements. 

 Health and Social Care Connect reviewed the online portal system to make improvements to 
this digital referral tool. 

 Comprehensive action has been undertaken to improve Adult Social Care staff’s knowledge 

and awareness of inter-familial domestic abuse, including arranging additional training and 

strengthening staff attendance.  

 The Direct Payments Team revised processes for monitoring and auditing DP expenditure, 

to ensure contact is made at an earlier point when expenses are not in line with a Care and 

Support Plan, and ensuring improved communication within the Council.  

2.3  Compliments 
2.3.1 ASC has continued to receive far more compliments (1431) about its services than complaints 
(406). And we anticipate this number will increase as we have yet to collate all the data for the last 
quarter of the year due to the impact of the pandemic. 
 
2.3.2   People’s comments clearly show how much they have valued support, often referred to as 
both life changing and affirming.  So far this year, people appear to have particularly valued work by 
our Carers Services (744) Joint Community Rehabilitation Service (116), and Eastbourne and South 
Wealden Neighbourhood Support Team (73). 
 
2.4  Local Government & Social Care Ombudsman (LGSCO) 
2.4.1 The table below sets out the LGSCO findings for complaints about Adult Social Care.  
 

Year Investigations 

 Upheld 
Not 

upheld 

Closed 
after 
initial 

enquiries 

Invalid/ 
incomplete 

Referred 
back 

Total 

2019/20 10 10 12 5 7 44 

2018/19 14 7 8 5 5 39 

2017/18 9 13 6 3 11 42 

 
2.4.2 The LGSCO received 44 complaints this year, which is 13% higher than last year, when 39 
complaints were recorded. This represents just over a 10% referral rate from the 406 complaints 
recorded for the year. The number of complaints investigated has remained steady (21 in 2018/19 
and 20 in 2019/20). There has been a 29% decrease in complaints upheld, from 14 in 2018/19 to 10 
complaints in 2019/20, as well as 55% were not taken to investigation compared to 46% last year. 

 
2.4.3  Further analysis for Adult Social Care of the LGSCO complaints will be provided in the 
department’s Annual Complaints Report. The report will be available later in the year and published 
on the Council’s website: Comments, compliments and complaints annual report. This report is 
provided under the Local Authority Social Services and National Health Service Complaints (England) 
Regulations, 2009. 
3.  Children’s Services 
 

 2019/20 2018/19 Change 

https://www.eastsussex.gov.uk/socialcare/about-us/make-a-complaint-or-give-feedback-about-adult-social-care-services/


 

Number of complaints received 258 229 ↑13% 

Number of complaints 
upheld/partially upheld 

80 50 ↑60% 

Number of compliments 231 178 ↑30% 

 
3.1  Summary  
3.1.1 Children’s Services received a total of 258 complaints during the reporting period, an increase 
of 13% from last year. Complaints from adults on behalf of children increase from 222 to 257, an 
increase of 15.8%. The number of complaints from children and young people dropped from 3 to 1. 
In previous years, complaints from young people have related to domestic matters within children’s 
homes. This reflects a general trend of issues being dealt with without a formal complaint being 
logged. In 2019/20, 31% of complaints were upheld/partially upheld compared to 22% in 2018/19.  
 
3.2  Action taken to improve the service 
3.2.1 Children’s Services (CS) continues to use the learning from complaints and how people 
contact us as a tool in improving the services offered by the department and in improving our digital 
offer through our website. We have continued to track key themes and complaint types to make 
enhancements to our call and complaint handling process.  
   

3.2.2 Actions taken to improve services in 2019/20 include the following: 

 Within Children’s Social Care we have improved the ability for service users to speak to a duty 
worker when an allocated social worker is unavailable. This was based on feedback from 
clients who were frustrated by not being able to contact the named worker. Additionally, 
changes to the way diaries and cases are allocated have been made, meaning better 
distribution of complex caseloads. 

 We have been working with colleagues in our Information Governance Team to improve the 
process for service users raising concerns about Family Assessments. In line with revised 
data protection regulations, we have clarified the different routes available to clients wishing 
to dispute factual issues vs disagreements with professional opinion. We have further clarified 
the process whereby unhappy clients can have their rebuttal or other views recorded on the 
file for future reference.  

 In our ISEND service, a review was undertaken into the EHCP annual review process. Based 
on feedback and complaints, particular attention was given to the importance of timely 
communication and updates to parents of children with SEN as well as better communication 
of the process steps that are followed. Additional training and planning resources have been 
created to support this improvement to the process.  

 Within the Complaints Service we have further developed the corporate complaints handling 
system that was originally implemented during summer 2018. We have made improvements 
to standardised documents to increase efficiency and consistency of approach. These 
changes have also been designed to make complaint responses easier to understand and 
clearer. 

 Finally, in Q4 of the reporting year we introduced a new approach to handling social care 
complaints whereby the Complaints Officer managed the relationship with the complainant, 
raised enquiries to the service manager and provided an evidence based, formal response. 
This has improved timescale compliance and reduced requests for escalation to stages 2 and 
3 of the statutory process. 

 
3.3  Compliments 
3.3.1 The total number of compliments received throughout the year is up from 178 to 231. The ratio 
of compliments per complaint is up from 0.7 to 0.9. This increase is attributed to a new monthly 
reminder to managers to ensure that compliments and emails/letters of thanks received by teams are 
logged and shared. Moving forward we will continue to share the positive messages coming through 
the compliments with key members of staff so that this can be learnt from in the same way as we 
learn from complaints. 
3.4  Local Government & Social Care Ombudsman 
3.4.1 The table below sets out the LGSCO findings for complaints about Children’s Services: 
 

Year Investigations 



 

 Upheld 
Not 

upheld 

Closed 
after 
initial 

enquiries 

Invalid/ 
incomplete 

Referred 
back 

Total 

2019/20 10 6 10 3 14 43 

2018/19 12 5 2 3 12 34 

2017/18 6 4 7 3 14 34 

 
3.4.2 Of the 43 complaints, 16 were investigated and of those 10 were upheld. Whilst the total 
number of referrals is up from 34 to 43 (a 26.5% increase) the number being investigated is down 
slightly from 17 to 16. On the increased number of referrals this represents a fall in the investigation 
rate from 50% last year to 37% this year. 
 
3.4.3 There is further analysis of these complaints in the Children’s Services Annual Complaints 
Report. The report has been published on the council’s website: Children’s Services Annual 
Complaints Report. This report is required under The Children Act 1989 Representations Procedure 
(England) Regulations 2006. 

 
4.  Communities, Economy & Transport (CET) 
 

 2019/20 2018/19 Change 

Number of complaints received 61 99 ↓38% 

Number of complaints 
upheld/partially upheld 

22 34 ↓35% 

Number of compliments   *to date 516* 690 ↓25% 

 
4.1  Summary 
4.1.1 CET’s complaints were down by over a third from 99 in 2018/19 to 61 in 2019/20. In 2018/19, 
CET changed a number of services, which resulted in an increase in complaints regarding policy and 
quality. Some customer complaints were about the new policies themselves, and others resulted from 
difficulties customers had using new systems associated with these new policies and changes, which 
initially did not always work as they should have done.  
 
4.1.2 In 2019/20, most complaints were about policy, which is a year on year trend. However, there 
was a reduction in complaints regarding both policy and quality. This is due to the aforementioned 
changes of services being more imbedded by 2019/20. Complaints regarding communications were 
notable in 2019/20, being the highest in the last three years, even with the reduced number of 
complaints this year. We experienced more complaints this year about customers receiving no 
responses or long delays to their enquiries.  
 
4.1.3 In 2019/20 36% of complaints were fully or partly upheld (22 out of 61). Overall we are seeing 
a trend of the percentage of upheld complaints in CET increasing year on year (34% in 2018/19 and 
27% in 2017/18), although the absolute number is down. This increasing trend was mainly due to the 
number of fully or partly upheld complaints regarding communications, which make up three quarters 
of fully or partly upheld complaints. There was a decrease in the number of fully or partly upheld 
complaints regarding quality from 2018/19 to 2019/20. Although there were still some teething 
problems from the changes to services continuing into 2019/20, these continued to be resolved, 
resulting in fewer complaints regarding quality to the delivery of services. 
 
4.2  Action taken to improve the service 
4.2.1  The following are the summaries of some themes and trends that were drawn out during the 
year and where improvements were made. 

4.2.2 The trend of complaints regarding customers receiving no responses or long delays to their 
enquiries was identified in Q2 of the year. Unlike when complaints are related to policy, this is one 
area where we have a high level of scope to get things right for customers. The Customer Services 
Team supported services to help identify the potential for better systems and processes, and where 
there could be lessons learned from these complaints.  Improvements were put in place such as better 
staff procedures, ensuring that communications on cases weren’t being missed, but also reducing 
duplicate cases. In one service an initiative was implemented called ‘Think Like a Customer’ which 

https://www.eastsussex.gov.uk/childrenandfamilies/keypolicies/complaints-report/
https://www.eastsussex.gov.uk/childrenandfamilies/keypolicies/complaints-report/


 

focused staff’s attention on improving communications with customers. There were also some small 
improvements to simplifying and streamlining communications between services internally which 
reduces delays to communications to customers. By Q4 of 2019/20 the number of complaints 
regarding lack of response had reduced.  

4.2.3 Customers were finding it difficult to navigate and experiencing some errors on a new online 
system. The service and the Customer Services Team worked together to identify the types of issues 
being raised by customers. Improvements were made to make steps clearer to customers, 
confirmation emails were sent when transactions have been made, additional pop-up information was 
provided to help the customer when they get stuck, and a telephone number added to call when an 
error occurs. There has been a positive result in the reduction of complaints regarding the online 
system. 

4.3  Compliments 
4.3.1 There were 516 compliments recorded for CET in 2019/20, a decrease from 690 in 2018/19. 
However, reporting on compliments is incomplete for 2019/20 as reports are not yet available from 
some services as their staff are currently focused on the recovery and reopening services since the 
COVID-19 lockdown. These figures will be gathered in the coming months.   
 
4.3.2 Compliment numbers overall continue to be high, which indicates that teams continue to 
deliver high quality services and show their commitment to customers. The main category that 
customers provide compliments for is the quality of service delivered and staff in general (46%), 20% 
were appreciation of a staff member helping on a specific query, issue or concern, and 21% were on 
work and repairs carried out which improves their accessibility and experience of their activities. The 
remainder were compliments regarding fast responses to queries (3%), facilities and activities 
provided (6%), and staff keeping customers informed (3%).  
 
4.4  Local Government & Social Care Ombudsman 
4.4.1 The table below sets out the LGSCO findings for complaints about CET: 
 

Year Investigations 

 Upheld 
Not 

upheld 

Closed 
after 
initial 

enquiries 

Invalid/ 
incomplete 

Referred 
back 

Total 

2019/20 0 2 2 1 5 10 

2018/19 2 1 8 - 3 14 

2017/18 1 2 6 1 0 10 

 
4.4.2 There were no upheld complaints for CET in 2019/20.  
 
5. Orbis (ESCC only) 
 

 2019/20 2018/19 Change 

Number of complaints received 5 6 ↓17% 

Number of complaints 
upheld/partially upheld 

2 3 ↓33% 

Number of compliments 1 1 N/A 

 
5.1  Summary  
5.1.1 There were only a small number of complaints for Business Services in 2019/20, with only two 
upheld complaints. There were no themes to draw out from this small number of complaints.  
 
 
5.2  Compliments 
5.2.1 There was one compliment logged this year for Business Services.  

 
5.3  Local Government & Social Care Ombudsman 
5.3.1  There were no LGSCO complaints investigated regarding this department in 2019/20. 
 



 

6. Governance Services 
 

 2019/20 2018/19 Change 

Number of complaints received 1 0 - 

Number of complaints 
upheld/partially upheld 

0 0 - 

Number of compliments 0 0 - 

 
6.1  Summary  
6.1.1 There was one complaint logged for Governance Services in 2019/20 and it was not upheld. 

 
6.2  Action taken to improve the service 
6.2.1 As there was only one complaint logged which was not upheld, no actions have been noted. 
 
6.3  Compliments 
6.3.1 No compliments were recorded in 2019/20. 
 
6.4  Local Government & Social Care Ombudsman 
6.4.1 There were no LGSCO complaints investigated regarding this department in 2019/20. 
 
7. Chief Executive’s Office 
 
7.1 Complaints are often addressed to the Chief Executive (CE) or Leader, and so are received 
through the CE Office. However, the complaints are about issues with services provided by 
departments rather than the CE Office itself, so these are recorded by the relevant department and 
form part of their figures and analysis. 


