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Corporate Complaints Overall

* Trend overthe last 5 years

is generally decreasing,
although has levelled outin
recent years

While complaints dropped
during the COVID
pandemic, they have begun
to rise again but are still
below 2019/20 levels.
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Corporate Complaint Outcomes
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Corporate Complaints by

Department
Public Health 0

4_.//

Place Strategy I 133
Governance and Corporate Affairs 110
Commuity Operations I 569
Childrens Service 1M 57
Business and Resources I 127

Adult Social Services and...15
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Complaint Handing Code
Compliance

Complaints acknowledged on time
e Stage1-97%
 Stage 2-100%

Response times
 Stage 1-92% completed on time
* Stage 2-64% completed on time

Ombudsman investigations
* 100% of complaint enquiries and investigations responded to on time
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Escalation of Corporate
Complaints

General enquiry |3

Stage 1 I S 17
Stage?2 I 114

Ombudsman B 17

 86% dealt with at Stage 1
* 12% escalated to Stage 2
* 2% complaints escalated to Local Government and Social Care Ombudsman
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Statutory Complaints
Adult Social Care

S . > i -

0% 20% 40% 60% 80% 100%
B Upheld Partially upheld Not Upheld m Ongoing Discontinued

* 45 statutory Adult Social Care complaints received in 2025/26

* 12 (35%) related to being unhappy with a decision we have made
* 12 (35%) related to quality of service
* 8 (18%) related to poor communication

* 38% of complaints raised have led to service improvements
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Statutory Complaints
Children Social Care

0% 20% 40% 60% 80% 100%
m Upheld Partially upheld Not Upheld m Ongoing Discontinued

12 statutory Children Social Care complaints received in 2025/26

6 (33%) complaints related to being unhappy with a decision we have made

5 (28%) complaints related to quality of service

61% of complaints raised led to service improvements

PROU®

TO WORK FOR SOUTH TYNESIDE



fm‘, South Tyneside Council

Ombudsman Decisions

Local Government Ombudsman decisions received 2025/26

8
6 6
4 4
2
B = o
Adult Social Businessand Community and Children's  Governance and Public Health Place Strategy

Services and Resources Operations Services Corporate
Commissioning Affairs

LGSCO Decisions
e 30decisions from the Ombudsman
e 7 decisions upheld

PROU®

TO WORK FOR SOUTH TYNESIDE



Compliments

Place Strategy

Governance and Corporate Affairs
Community and Operations
Childrens Service

Business and Resources

Adult Social Services and...
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