Feedback Information
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Overall Feedback

€360 went live on 28™ September 2020.

‘Unknown’ in the below is Stage 2 requests.
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January 2021

Unknown = Stage 2

Bl Compliment Concern [l Corporate Complaint [l Statutory Complaint Suggestion [ Unknown

Town Clerks Service

StreetScene - Waste Management and Open Spaces
Revenues & Benefits

Public Health and Public Protection

Property & Assets

Planning

Parking - Enforcement

MP - Highways, Metworks & Street Lighting
Hull Culture & Leisure

HR -Equalities

Housing Repairs

Housing Mot Repairs

Customer Services

Corporate Feedback Team

City Safe including Meighbourhood Muisance
CCTV, Security (Civic 1)

CE&YPS - Learning, Skills & Early Years
Bridges, Structures & Safety

Childrenand Families Social Care (Statutond

Adult Social Care (Statutonyd
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February 2021

Unknown = Stage 2

B Compliment

Traffic Signals

Town Clerks Service

StreetScene - Waste Management and Open Spaces
Revenues & Benefits

Public Health and Public Protection

Property & Assets

Planning

Parking - Enforcement

Parking

MP - Infrastructure

MP - Highways, Metworks & Street Lighting
Hull Culture & Leisure

Housing Repairs

Housing Mot Repairs

Customer Services

Corporate Feedback Team

City Safe including Meighbourhood Muisance
C&YPS -Learning, Skills & Early Years
Childrenand Families Social Care (Statuton

Adult Social Care (Statutory)

Concern [l Corporate Complaint [l Statutory Complaint
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Street Scene Waste — Breakdown February 2021

Chart Title
I Business Process Id
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This page gives a breakdown of the service area.
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March 2021

Unknown = Stage 2

Bl Compliment

Town Clerks Service

StreetScene - Waste Management and Open Spaces
StreetScene - Passenger Transport

Revenues & Benefits

Public Transport

Public Health and Public Protection

Property & Assets

Planning

Parking - Enforcement

Parking

MP - Highways, Networks & Street Lighting
Hull Culture & Leisure

Housing Repairs

Housing Mot Repairs

Customer Services

Corporate Resources - Service Desk
Corporate Feedback Team

City Safe including Meighbourhood Muisance
C&YPS - Learning, Skills & Early Years
Childrenand Families Social Care (Statutond

Adult Social Care (Statutory)

Concern [l Corporate Complaint [l Statutory Complaint

suggestion [l Unknown
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Stage 2

Stage 2 Whole Council
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The above graphs show the number of Stage 2 investigations which were carried out.

Housing Non
Repairs

Stage 2 by Service Area

Housing MP Highways, Revs & Bens SS Waste Public Health
Repairs Networks& Management  and Public
Street Lights Protection



Feedback per Ward

M Complaints ™ Compliments ™ Suggestions ™ Concerns

Avenue

Beverley & Newland
Boothferry

Bricknell

Central

Derringham

Drypool

Holderness

Ings

Kingswood

Longhill and Bilton Grange
Marfleet

Newington & Gypsyville
North Carr

Orchard Park

Other

Pickering

Southcoates

St Andrews & Docklands
Sutton

University

West Carr

Locations are recorded against the home address of the customer, however as the largest proportion of complaints are regarding issues at home (eg
housing issues, waste issues) we can draw the conclusion that these figures are an accurate representation of where most complaints are.



Outcomes

Outcome of Complaints Outcome of Complaints

Stage 2
Stage 1 8

6

120 5

100 4

80 3
60
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B Upheld ® NotUpheld m Partially Upheld B Upheld ® Not Upheld m Partially Upheld



What are our Complaints About?

400
350
300
250
200
150
100

50

B March
M February

MW January

Categories of Complaints

. L Policy and
Service Communications
Procedure
140 14 15
120 14 26
96 19 25

Staff Information
20 13
24 8
43

M January M February ™ March

10

Courtesy and
Respect

1
4
5

Equality

Confidentiality

1
1



Breaking this down further, we can look at the Sub categories of ‘Service’

Service Subcategories
Whole Council

Other

Unhappy with Quality
Service Waiting Time
Response Time/Delay
Range of Service

Failure to Respond
Disagree With Assessment
Availability of Service

Agreed Service Not Delivered
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'Service' Subcategories
per Service Area

Agreed Service Availability of Disagree With  Failure to Range of Response Service Unhappy with Other
Not Delivered Service Assessment Respond Service Time/Delay Waiting Time Quality

M Customer Service B Housing Repairs [ SS Passenger Transport B SS Waste Management B HCAL

B MP Highways B Housing Not Repairs B CYPS B Public Health

12



Function Breakdown, Agreed Service Not
Delivered
SS Waste Management

Function Breakdown, Response
Time/Delay
Housing Repairs

W(CS Repeat Missed Collections IS 10
W(CS Repeat Missed Assisted Collections mmmm— 2
W(CS Bins not returned to presentation point IIEEEEEEEEEEEEEENEE—— 3
W(CS (operational Issues/Crew Behaviour) mEEEassssssssss——— 7

Housing Planned Work I 1

Street Cleansing Policy mmm 1 . ) .
) Housing Responsive Repairs 26
Hedge Cutting mmm 1
Grounds Maintenance Policy mmm 1
Commercial Waste Collection Service mm 1
Bulky Waste Collection Service mmmm— 2 Housing Gas Servicing/Electrical I 1
Bin Delivery and Removal mmm 1 Installation Live

Aboricultural/Biodiversity/Ecological Advice m—— 3

0 2 4 6 8 10 12 0 5 10 15 20 25 30

WCS — Waste Collection Services

Current Position

The following table shows the position of open complaints at 1400 hrs 25" May 2021. This includes both Corporate and Statutory Complaints.
Please note: the majority of Children’s Statutory Complaints are not recorded on C360.
Please note: HCAL are not recording all feedback on C360.

A live time update can be provided at the time of the committee meeting if required.
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Total Open Feedback 100
Acceptance Stage 1 11
Stage 1 82
Acceptance Stage 2 (awaiting review 0
by Corporate)

Stage 2 6
Concern 1
Suggestion 0
Compliment 0
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