REPORT TO: SCRUTINY COMMITTEE - 18TH NOVEMBER, 2009

REPORT ON: ANNUAL REPORT 2008/2009 SCOTTISH PUBLIC SERVICES
OMBUDSMAN

REPORT BY: DEPUTE CHIEF EXECUTIVE (SUPPORT SERVICES)

REPORT NO: 559-2009

1.0 PURPOSE OF REPORT

To consider the Annual Report 2008/2009 from the Scottish Public Services Ombudsman.

2.0

RECOMMENDATIONS

It is recommended that the Committee note the contents of the Annual Report 2008/2009 from the
Scottish Public Services Ombudsman.

3.0

3.1

4.0

41

4.2

5.0

FINANCIAL IMPLICATIONS
None.
MAIN TEXT

The Scottish Public Services Ombudsman recently published his Annual Report for
2008/2009. A copy of the report is available on www.spso.org.uk/webfm_send/2350.
Separately, a statistical summary prepared by the Ombudsman relative to Dundee is
appended hereto. In terms of the number of complaints the City Council had 29, out of the
total for Scottish local authorities of 1,604. If Dundee City Council had received its per capita
proportion of complaints then this would have equated to 45 complaints. Therefore the actual
number of 29 is relatively a good performance compared to all other Scottish local authorities.

With reference to Case Ref 200603559, the Ombudsman did not uphold Mrs C's complaint but
did recommend that the Council investigate restoring the steps to their previous design prior to
the most recent renewal. The Council subsequently investigated this possibility, however, due
to the most recent Building Regulations the old design of step would not comply as a result of
the size of treads and risers in the old design.

As a result of this, a design for new steps developed in conjunction with Mrs C was agreed
and installed. The new steps are a temporary structure such as that commonly used for
ramps for wheelchair users, the advantage of this is that if Mrs C's circumstances change
there is the capacity to change the access arrangements.

POLICY IMPLICATIONS

This report has been screened for any policy implications in respect of Sustainability, Strategic
Environmental Assessment, Anti-Poverty, Equality Impact Assessment and Risk Management.

There are no major issues.

6.0

CONSULTATIONS

This report has been subject to consultation with the Chief Executive and the Director of Finance.

t:\documents\scrutiny\reports\2009\559-2009.doc



7.0 BACKGROUND PAPERS

Annual Report 2008/2009 from Scottish Public Services Ombudsman.

Patricia Mcllqguham DATE: 5 November 2009
Depute Chief Executive (Support Services)



DUNDEE CITY COUNCIL

2008-9 Statistics Tables — Explanatory Notes and Commentary

Tables: Attached are summary details of the contacts and complaints about your
Council that the SPSO received and determined in 2008-09. Table 1 details total
contacts (by our subject categories) received for your Council for 2007-08 and 2008-
09, alongside the total of local authority complaints for these years. We recorded 29
complaints about the Council, compared to 30 in the previous year. Table 2 shows
the outcomes of complaints determined by the SPSO in 2008-09.

Graphs: The first graph provides a visual representation of the information from the
right side of Table 1. You'll see that in 2008-09 your Council was above the national
average in terms of complaints about social work. Your Council was below the
average for complaints about planning. We received more complaints for your
Council about housing than in the previous year.

The second graph shows for each Council the percentage of complaints that we
received and determined as premature, against the national average in 2008-9
(60%). We consider a complaint to be premature when it reaches us before the
complainant has been through the full complaints process of the organisation. The
graph does not reflect the number of premature complaints that we received about
your Council, but shows how your Council, proportionately, compares against the
average for Scottish local authorities. Your Council is number 28 on the graph,
below the average. You'll see from Table 2 that the actual number of premature
complaints for your Council was 12 out of a total of 26 complaints determined (46%
of the total for your Council). This was an increase on the previous year's
percentage of 15 out of 38 (39% of the total for your Council). Of course, this doesn't
represent an increase in numbers, which in fact dropped, but shows an increase in
the proportion of complaints we determined to be premature,

NB We don't adjust any of our figures to mitigate the impact of housing stock
transfer. It's evident, however, that there’s a tendency for authorities that retain
housing stock to receive more complaints and to fall higher within the prematurity
graph than those that have undertaken stock transfer. This is to be expected given
that housing complaints are usually the largest category of complaint and that there's
a disproportionately high incidence of prematurity with housing complaints.

Complaints and Recommendations Reported to Parliament

We reported on only one complaint about your Council in 2008-09, which was not
upheld. Attached is a summary sheet for this complaint, summarising the
recommendation made. As you are no doubt aware, in appropriate cases the
Ombudsman may make recommendations where a complaint is not upheld, if he
believes that there are lessons that may be learned. You will also be aware that
SPSO Complaints Investigators follow up to find out what changes have been made
as a result of recommendations.

.....................................................

We hope that you find this summary information useful. If you have any enquiries
about the statistics, please contact Annie White, SPSO Casework Knowledge
Manager, on 0131 240 8843 or email awhite@spso.org.uk. Fuller statistical reports

are available on our website at: hitp.//www.spso.org.uk/statistics/index.php.
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Complaints received by subject: Dundee City Council proportions
compared to the distribution of ali local authority complaints received

25%

National distribution

umousiun joafang [

UQHDIPSUNT 40 IND

Above National figures

S —

HOM [er0s L

Below National figures

[] spieog uiop uchenieA

&I Vodsuei| 3 speoy

ains|aT g uoneassey [

1Buunsiad []

—]

(=]
uiwpy g |e6a7 ]

M
Auadosd g puen ]

[ Buluueg

] 12010

sanuouINY Yied [BuoliEN

] Buisnoy

M|
(

O

==

uonesnpg [T
=

lenues Buping ]

20% -
15% =
10%

= e
= 5 = S =
w n [=] [T+3

! ) N

SpIEOg 80404 g 941

[ ] soueul4

| uswdojpasg dwouoog

g UOHOB)0Id JOWNSUGD

o

] Buisueaid P ylleaH |2iuawucsAUg

]

-20%

sa4nBy [euopeu Ajoyine (B90] MOJ3( [ FAOQE PaAIoal sjuleldwod

O 2007/8
0O 2008/9

-25%



ors'L 9z ’ 855°s 8 jejoL
6 0 m £l L uoneblsaaul buynp papuadsns 10 panuiuoss|(]
4 0 “ 4 0 uonebnseaul Buunp uonewwIo | SpIAcId O] PojiB) 10 UMEIDUNAA
51 0 “ £z 0 pieydn Ajin) panssi poday uonebisaauy|
44 0 4 29 F4 preudn Aenied ;panssi yoday
sZ b “ 28 g pIayan jou :panss| Hoday
6.¢ g _ ore 4 UuoljerapIsuod pajelap 1e)e padiwlelag uoljeUILUEXT)
Zl 0 _ v 0 uoneblsaAul @10joq papuadsns JO panuijuodsi(
1) € J 8/t » uonebnseau| 210j5q UOHELWION opiADId O} pajie) 10 UMBIPUNAA
201 G | pSi ] UONDIPSHNT 10 N0 iuslussassy
£26 [A" f 09/ Si ainjewald
Aroyinyg I Auoyny awonQ Aq paunuiajag sjujejdwos
[eao ||y 1 12207 Ity
6/800Z 8/L00z

Zalqei

[1ouno? Ao aapung




‘Apadord
18y Buissaooe uj O sl I1SISSE Aew JeY) SaINseaw Jayjo Aue pue $d3)s 5,0
s4A Jo 1nofe) jeuBuio ay) o JuswalBISUIR) BY) 0} UONRISPISUOD Ny anb

piaydn jou

“(proydn
10u) 559398 JAY 1SISSE O} ASNOY 194 JO SDURIUS juol) By) 0] suojjeldepe
ajqepns Joj) jsanbal §,9 siy o} Ajlqeuoseal puodsal jou pip IPUNOYD aY)

695£09002

£0/80/02

{sjuonepusurwosay

uolsizaq

fAewwng

‘Joy asen

paysiignd

113unog Ao sapung




Percentage of cases determined as premature
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