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DECISION RECOMMENDATIONS 

That the Panel: 

1. Review and discuss the content of this report and provide feedback on recommended 
improvements to the current process. 

 

1 PURPOSE OF THE REPORT  

1.1 To provide Resources Scrutiny Panel with an overview of the management and 
effectiveness the Councils’ Compliments, Comments and Complaints Policy. 

2 BACKGROUND AND MAIN CONSIDERATIONS  

2.1 On 7th October 2014 Cabinet approved the current Compliments, Comments and 
Complaints Policy, the process is now firmly embedded and this is the second 
annual report on the performance of the scheme (albeit the first report only 
covered a six month period).  

2.2 The implementation of a revised policy introduced a number of elements, which 
were missing from the old scheme, namely:  

 The inclusion of compliments and comments over and above the usual 
complaints management; 

 Reduced timescales for dealing with responses to complaints; 

 The inclusion and management of a vexatious complainant protocol; and 
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 Better governance around recording, monitoring and reporting 
performance and outcomes.    

2.3 In addition, all officers are required to use corporate templates to respond to 
customers and send copies of responses through to the Governance Team for 
quality assurance purposes. They are also required to provide a précis of any 
service improvements arising from customer feedback. The Governance 
Coordinator carries out sample quality assurance checks and raises any issue with 
the lead officer. Service improvements are currently being registered; this is a 
recent improvement to the process albeit later than anticipated due to electoral 
pressures and staffing changes. Therefore data from ‘You said…We Did’ will be 
available in the next annual Report.  

2.4 Councillor Conduct issues fall outside the parameters of this scheme; these are 
reported to Conduct Committee as a separate matter.  

3 STATISTICS FOR 2015/16 

3.1 During the period of this report customer feedback was registered as follows:  

Compliments – 162 received. Details of all compliments can be seen at Appendix 
A.  

Comments – 27 received. Details of all comments can be seen at Appendix B.  

Complaints – 164 received. Details of all complaints can be seen at Appendix C.  

3.2 Compliments and comments are passed on to Service Heads as soon as they are 
acknowledged by the Governance Team. This feedback helps to shape future 
service delivery and support recognition schemes, such as the new Customer 
Service Awards.  

3.3 Complaints are processed in accordance with agreed response times of 10 
working days for Stage 1 complaints and a further 10 working days for Stage 2 
complaints.  

3.4 The table in the Performance Statistics section (below) demonstrates our 
compliance with these targets.    

4 VEXATIOUS ACTIVITY 

4.1 During the period of this report one case was logged as a Vexatious Complainant. 
This case was managed via a Single Point of Contact and was reviewed after six 
months. On review, it was evident that the customer’s behaviour had improved 
and the restriction on contact was removed accordingly.   

5 LOCAL GOVERNMENT OMBUDSMAN (LGO)  

5.1 The LGO handled 10 complaints during this reporting year (one was carried 
across to the current year) in circumstances where the customer had exhausted 
the Council’s internal complaints procedure. No cases were upheld by the LGO. In 
the previous year, the LGO handled 14 complaints and upheld one matter. The 
Council’s revised process now provides a more robust overview at Stages 1 and 2 
within a shorter period of time. Despite the increase in complaints to the Council, it 



appears more customers are satisfied with the outcomes of our internal scrutiny 
and feel less inclined to progress a matter to the LGO. This is a positive element of 
the revised process.  The LGO’s annual letter and report can be seen at Appendix 
D.  

6    PERFORMANCE STATISTICS 

6.1 We rigorously record compliance against complaint response target times. These 
results are published quarterly as part of the Council’s performance monitoring 
mechanism. The statistics in the tables below show that we are achieving good 
results in our response times. Some improvements are still necessary and we are 
working to address this by increasing our reminder prompts to officers tasked with 
dealing with the complaints.  This has already shown positive results for the first 6 
months of 2016/17 where we achieved 90% compliance with timescales.  

 

 People Places Resources Total 

Stage 1 Total 50 96 18 164 

Number exceeding 
10 day response 

target 

20 23 1 39 

% within 10 day 
response target 

62% 77% 94% 76.2% 

 
 People Places Resources Total  

Stage 2 Total 8 13 2 23 

Number exceeding 
10 day response 
target 

0 5 1 6 

% within 10 day 
response target 

100% 62% 50% 70.6% 

 

6.2 In total, 164 complaints were received during 2015/16, with 125 (76.2%) resolved 
within agreed timescales.  The table below shows a breakdown of categories and 
the percentage of upheld outcomes in each category:  

People  

Numbers  

Category of Complaint Upheld % 

1 Access to Resources 0 0 

5 Delays/No Response/Poor 
Service 

3 60 

26 Care/Safeguarding/SEN 7 

5 – Partially 
Upheld 

27 

19 

14 Officer Conduct 3 21 



People  

Numbers  

Category of Complaint Upheld % 

2 – partially 
Upheld 

14 

1 Finance 1 100 

3 Other  3 100 

 

Places  

Numbers 

Category of Complaint Upheld % 

19 Waste 5 

2 – Partially 
Upheld 

26 

11 

11 Vehicles/Highways 7 

1 – Partially 
Upheld 

64 

9 

13 Buses/Transport/Parking 5 38 

31 Grounds/Cemetery  20 

4 – Partially 
Upheld  

65 

13 

7 Planning 2 

1 – Partially 
Upheld 

29 

14 

4 Officer Conduct 2 50 

1 Licensing 1 – Partially 
Upheld 

100 

2 Access 1 50 

8 Other 2 – Partially 
Upheld  

25 

 

 

 

 

 

 



Resources  

Numbers 

Category of Complaint Upheld % 

2 Information Related 2 100 

2 Revs & Bens 1 50 

9 Elections 7 78 

1 HR Related 0 0 

2 Finance Related 1 – Partially 
Upheld   

50 

2 Other  0 0 

 

7 PROCESS IMPROVEMENTS AND AREAS FOR FURTHER DEVELOPMENT 

7.1 As part of the first annual report, we identified a need for improvements in the 
following areas:  

7.1.1 An analysis of trends to be undertaken at mid-year and end of year to identify key 
issues.  

Findings to be included in the next annual report. Details have been collated and 
can be seen in the table above and Appendices attached to this report. A further 
analysis will be undertaken before the end of 2016 as part of the ‘You said…We 
Did’ development (see c. below).  

7.1.2 A review of how departments are managing learning points from outcomes to be 
undertaken. We need to identify how we can develop service delivery to reduce 
the upheld: not upheld ratio for the future.   

The Governance Coordinator regular attends the Children’s Quality Assurance 
meetings to provide feedback on complaints. Attendance at Departmental 
Management Team (DMT) meetings have also been a regular occurrence, where 
service improvements and complaint management have been discussed.  

7.1.3 Establish a link to show our customers how ‘You said…We Did’ translates into 
clear service improvements. Promote this openly on the Council’s website and 
through social media channels.   

Development of this part of the process is still in progress. Staff changes and the 
recent electoral pressures have caused a delay. It is expected this will be 
embedded by the end of 2016 (data is already being captured to inform the 
reporting process). We will also promote the adoption of good practice across the 
Council as part of this implementation i.e. lessons learned from compliments and 
comments can be rolled-out across the organisation if appropriate.  

7.1.4 A proactive approach to engage customers in providing feedback to be extended 
to all departments. We will also work with departments to encourage them to 
report compliments.   



A Compliments, Comments and Complaints leaflet has been developed; this is 
being proactively promoted by officers within the People Directorate when they 
visit customers at home. It provides an overview of the process and explains how 
they can express their views. This leaflet will be available across all areas of the 
Council in the near future.  

The number of compliments has risen since last year (we recorded 17 in quarter 4 
of 2014/15); we will continue to encourage reporting of all customer feedback.  

7.1.5 An analysis of responses will be undertaken by the Governance Team to ensure 
our replies to complaints are consistent and professional. Advice and guidance will 
be offered where appropriate.    

The Governance Coordinator samples responses to customers. Feedback is 
provided where improvements are identified. One example is the use of naming 
conventions – this was found to be inconsistent in some cases. Also, the use of 
corporate templates has improved and all responses are now issued in the same 
format.  

7.1.6 The Governance Team will continue to monitor compliance with the target 
response times and provide management statistics where we have failed to 
achieve this target. 

The performance statistics are reported as part of the Council’s overall 
performance monitoring mechanism. A more robust approach to issuing reminders 
has been adopted (from quarter 1 2016/17) and the statistics around compliance 
are much improved.  Managers have responded positively to this enhancement as 
it helps them to be compliant with the Policy.  

7.1.7 The Governance Coordinator has attended a training course, which addressed 
‘how to turn Public Sector complaints into service improvements’. This will assist 
with the development of ‘You said…We did’.         

7.1.8 It is proposed that we start to compare and record our performance against other 
authorities; benchmarking statistics will be included in future annual reports 
alongside other good practice improvements identified as part of this exercise. 

8 FINANCIAL IMPLICATIONS 

8.1 There are no direct implications arising from this report but there is a cost 
associated with managing this process. Dealing with complaint effectively at an 
early stage prevents them from escalating thereby reducing the overall time spent 
on handling them. 

8.2 There is a risk that failure to properly manage the process could result in a 
complaint being upheld by the LGO and this may result in the award of financial 
compensation.  There is no tariff of compensation awards; each case is assessed 
on its individual circumstances on the basis of quantifiable loss. 

9 LEGAL AND GOVERNANCE CONSIDERATIONS 

9.1 The Council has an ongoing obligation to manage and act upon customer 
feedback. The LGO considers a complaints system to be an integral part of a 
Council’s service provision and believes the authority should take responsibility for 



putting things right. 

10 EQUALITY IMPACT ASSESSMENT 

10.1 An Equality Impact Assessment has not been completed as the report concerns 
internal administrative processes.  

11 COMMUNITY SAFETY IMPLICATIONS 

11.1 None 

12 HEALTH AND WELLBEING IMPLICATIONS 

12.1 None 

13 BACKGROUND PAPERS  

13.1 There are no additional background papers to the report 

14 APPENDICES 

14.1 Appendix A – Compliments Apr to Mar 

14.2 Appendix B – Comments Apr to Mar 

14.3 Appendix C – Complaints Apr to Mar 

14.4 Appendix D – LGO Annual Review Letter 

 

A Large Print or Braille Version of this Report is available 
upon request – Contact 01572 722577.  

 

 

 

 


