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Report on Corporate Complaints & Feedback

1.
Introduction

The Corporate Complaints and Feedback policy was approved by full Council in March 2008.  Customer Services Section is now responsible for administering the system on behalf of all Council services.
2
Progress to Date
2.1
Complaints

Between 1st April 2008 and 31st March 2009 there were 104 Corporate Complaints.
Of these complaints 13 were not responded to within the recommended timescale of 15 working days, resulting in 87.5% of complaints being responded to within the timescale, down from last years figure of 90.3%.  Some of the reasons for these delays are due to staff holidays, sickness and the gathering of information taking longer than expected.
 Appendix A attached shows the complaints and which service they related to.  Any complainant has the right to pursue their complain by the Ombudsman if they are not satisfied with the outcome of the Council own procedure,  a total of 3 were submitted to the Ombudsman and no further action was deemed necessary once they had considered the complaints.
2.2.
Compliments & Feedback
To date no compliments or feedback have been recorded as part of the complaints system, although individual services do receive them directly.  However, the Customer Services team encourage customer consultation and feedback on Council services delivered through the Contact Centre.  
The Customer Services Team are working with colleagues to proactively increase the involvement of customers.  The introduction of an enhanced ticketing system and a completely new feedback system called GovMetric will help us assess customer satisfaction with service delivery.   

3.
Conclusion
The development of the Council web site will help customers access services at any time and assist them to resolve service enquiries, thereby enabling the Council to improve its N.I. 14 responses.  This Indicator focuses on reducing unnecessary contact for customers as they deal with the council.
There are no specific trends identified in the nature or scope of the complaints received over the past year.  However, trend analysis will be easier in the future using the greater information sources gained from GovMetric and Qmatic.
	No of Complaints
	Service
	Detail of complaint

	66
	Environmental Services
	

	
	
	Refuse and Recycling - 33

	
	
	Area Maintenance - 12

	
	
	Environmental Quality - 7

	
	
	Street Lighting - 1

	
	
	Parking - 8

	
	
	Highways - 1

	
	
	Green Spaces - 4

	6
	Culture and Community Services
	

	
	
	Customer Services - 6

	18
	Revenues and Benefits 
	

	
	
	Benefits - 7

	
	
	Council Tax - 9

	
	
	Concessionary Fares - 2

	13
	Planning and Housing
	

	
	
	Planning Applications - 7

	
	
	Homeless - 2

	
	
	Airport - 1

	
	
	Disabled Access - 2

	
	
	Trees - 1

	
	
	

	1
	Economic & Tourism Services
	

	
	
	Pirelli Rally


Of the Complaints above:

96 were resolved at stage 1 of the corporate complaints process – Resolved within the service.

4 were resolved at stage 2 of the corporate complaints process – Elevated to Director.

4 were resolved at stage 3 of the corporate complaints process – Board of Arbitration.  None of the complaints resolved at this stage were upheld.
3 of the complainants who had been to the Board of Arbitration chose to proceed to the Ombudsman with their complaint – none of these were upheld by the Ombudsman.
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