
1 

 

 

 

 

 

 

 
Corporate Representations 

Procedure  

  





3 

 

high standards and are valued by their customers and



4 

 

5. Local Government and Social Care Ombudsman Complaints 

 

5.1 There were 38 Corporate complaints made to the Local Government and Social Care Ombudsman 
(LGSCO) in the year.  

 

 25 were for Worcestershire Children First 

 8 were for the Economy and Infrastructure Directorate 

 2 were for the Finance directorate 

 2 were for matters outside of the remit of Worcestershire County Council.  

 1 was for the Commercial and Change Directorate 
 
 

5.2 There were 22 determinations for corporate complaints by the LGSCO in the year. Please note that some 
may have been received in the previous year. 

 
 10 were closed after initial enquiries with no further action  
 7 were upheld due to maladministration and injustice 
 2 were closed before accepting as they were out of jurisdiction 
 2 were not upheld 
 1 was deemed as premature (it had not exhausted the ŎƻǳƴŎƛƭΩǎ complaint process)  

 

5.3 6 payments were made in relation to corporate complaints determined L1o528..
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7. Total Number of Corporate Representations Received  

 

 

 

7.1  The total number of representations received in 2023-
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8. Representations received by Directorate 

 

 

8.1 There are Statutory Complaints Procedures for both Adults and Children's Social Care, therefore their 
numbers are lower in terms of corporate representations.  

8.2 Economy and Infrastructure traditionally has a larger volume of complaints. These typically concern 
highways matters.  

8.3 During 2023-24 the number of representations received in Economy and Infrastructure saw a small 
decrease on the 2022-23 total from 353 to 312. There does not seem to be a single, specific factor 
causing this, although part of the explanation could be a more efficient re-routing of service requests 
into the Highways reporting system. 

8.4 There is an increase in Commercial and Change  from 31 to 37. This is mainly because since Q3, Freedom 
of Information Internal Reviews and data breach reports have started to be handled in the 
Representations Management System as Stage 1 complaints. 

8.5 The number of representations received by Worcestershire Children First, mainly in regard of SEND 
(SSpecial Educational Needs and Disabilities) and Vulnerable Learners, increased significantly from 58 in 
2021-22 to 140 in 2022-23 and now 238 in 2023-24. 

8.6 For other directorates, 2023-24 saw a stable number of complaints received, except for Public Health 
which did not receive any new complaints in the year (the 4 shown are comments/compliments). 
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9. Representations by Service Area 

 

9.1 There continues to be reorganisation within Directorates and therefore the tables below reflect the 
Directorate services and names at the end of the 2023-24 year.  

 

9.2 Economy and Infrastructure, 2023-24 
 
In Quarters 1 and 2, the teams within Economy and Infrastructure were broken down differently than in 
Quarters 3 and 4, following the introduction of the new Representations Management System for complaint 
handling. 
 
As a result, there cannot be a like-
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Finance was last year counted under CEOU totals and not broken down. 
 

 Q1 Q2 Q3 Q4 
Total 23 
24 

Care Contribution Assessment Team       1 1 

Finance   1   1 2 

Finance Leadership Team       1 1 

Financial Operational Services       1 1 

Insurance Team     1 1 2 

Payments Team     2 2 4 

Pension Finance 1       1 

 1 1 3 7 12 
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9.5 People Directorate 2022-23 

 Q1 Q2 Q3 Q4 
Total 23 
24 

ACT         0 

Commissioning     1   1 

Delivery Lead & The Hive 2 2     4 

DoLS (Deprivation of Liberty Safeguards) 
Safeguarding         0 

Howbury 1       1 

HR&OD   1     1 

OP/PD         0 
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10. 
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11. Themes in Complaints 2023-24 

 

11.1 A single complaint can have more than one theme recorded against it.  
 

 
 

11.2 As in previous years, many of the complaints fall under the more general headings of Communication, 
Decision making and Standard of Service. There is an apparent rise in communication related complaint 
points versus a fall in Standard of Service complaints. This may reflect variations in how complaint themes 
are recorded, and the differing options between the Respond and RMS recording systems. 

11.3 ¢ƘŜǊŜ ƛǎ ŀ ǎƭƛƎƘǘ ƛƴŎǊŜŀǎŜ ƛƴ ǘƘŜ ŀǇǇŜŀǊŀƴŎŜ ƻŦ ά{ǘŀŦŦ ŀǘǘƛǘǳŘŜκōŜƘŀǾƛƻǳǊέ 
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13. Stage 2 Outcomes 

 

13.1 In the year 2023-24 there were a total of 86 Stage 2 complaint escalations made, of which 20 were 
taken forward for further investigation and potential new findings. This is the first year we are including 
a statistic for escalations not accepted, and so this figure does not exist for previous years.  

13.2 Of those taken forward in previous years, determined compared to 37 in 2022-23 and 26 in 2021-22. 
IƻǿŜǾŜǊΣ ǘƘŜ ǇǊŜǾƛƻǳǎ ȅŜŀǊǎΩ ǘƻǘŀƭǎ ƛƴŎƭǳŘŜ CǊŜŜŘƻƳ ƻŦ LƴŦƻǊƳŀǘƛƻƴ ƛƴǘŜǊƴŀƭ ǊŜǾƛŜǿǎΣ ǿƘƛŎƘ ƘŀǾŜ ōŜŜƴ 
separated out this year into a new category as they follow a different process and escalation path. 

 

 

13.3 With both Stage 1 and Stage 2 complaints some of the complaints completed in the 2023-24 year may 
have been received in the previous year and a number of investigations were on-going at the end of the 
year. 

14. Freedom of Information Internal Reviews 

14.1 Since the adoption of a new complaints handling system, Freedom of Information reviews are being 
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15. Timescales 

 

15.1 Stage 1 
 

15.1.1 The timescale for responding to a complaint at Stage 1 is 20 working days, although this year 
the LGSCO has published the new complaint handling code, and we are beginning to 
measure whether we achieve the 10-working day response time for Stage 1 complaints that 
the code suggests. 

 
 

15.1.2 The new Local Government and Social Care Ombudsman Complaint Handling Code 
recommends a response time for Stage 1 complaints of 10 working days. Already, we have a 
compliance rate with the new code of 40.5% of the Stage 1 complaints that were progressed. 

 

15.1.3 75.6% of the complaints progressed were responded to within the 20-day target. However, this 
fell from 82.8% last year. The average response time for all Stage 1 responses was 19.2 days, 
up from 13.37 days last year and 15 days the year before. However, the average figure has 
reduced across the course of this year. 

 

Q1 Q2 Q3 Q4 

25.8 18.6 15.5 15.7 

 
 

15.1.4 24.4% of the complaints resolved in 23-24 progressed exceeded the 20-day target. Response 
times that exceeded the target varied from 21 days to 204 days. The complaints that take a 
much longer time to deal with can distort the average figure. The reasons for the delay are 
varied but can include information required from other parties or lack of requested evidence by 
complainant. 

 
 
  

Within 10 working days, 
223

11-20 working days, 
193

Over 20 working days, 
134

Not progressed, 216

STAGE 1 RESPONSE TIMES



15 

 

15.2 Stage 2  
 

15.2.1 The timescale for response at Stage 2 is 25 working days.  
 

 

 

15.2.2 The majority of Stage 2 complaints were responded to inside the 25-working day target. This 
includes escalations where we confirm the Stage 1 response is final (and where no further 
investigation takes place). 

15.2.3 Several factors contributed to the exceeded time limits. The main reasons are the complexity 
and number of elements to some complaints and difficulties in arranging interviews with both 
complainants and WCC/WCF Officers.  

15.2.4 Where complaints were known to exceed the standard timescales, dialogue was maintained 
with complainants to ensure they remained informed. 

 

15.3 
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16. Comments  

 

16.1 Comments are feedback about council services that do not constitute complaints or compliments. This 
can be because they do not express dissatisfaction or satisfaction with services as provided, but seek to 
address priorities. They may also raise concerns about a service by which the reporter is not directly 
affected or they may offer evidence of a possible matter to look into, without definitive information 
about whether a council service has failed. 

16.2 33 c
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17.3 The following are a selection of the compliments received: 
 

 “Natalie was extremely helpful in navigating the process of assessment of, and funding for, a 
supported self-employment internship for a young woman with complex needs who really wants to 
build up her own crafting business. There were multiple people that needed to be part of the decision-
making to help CG's dream come true, and a significant amount of red tape to navigate. Natalie dealt 
with all in a professional (yet persistent) and effective manner. I would be very happy to liaise with her 
again.” 

 “Been receiving CVT permits yearly between 2016 & 2023. very appreciative and thankful.
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Comments on this report are welcomed and requests for further information should be directed to 
representations@worcestershire.gov.uk or 01905 844096. 
 
 
This document can be made available in other languages and alternative formats (large print, audio or braille) 
by contacting the Consumer Relations Unit on representations@worcestershire.gov.uk telephone number 
01905 844096.  

mailto:representations@worcestershire.gov.uk

