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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.  The responsibility for the monitoring and subsequent reporting of this policy was transferred from the Policy and Performance team to Customer Services from 3rd December 2007.

2.
Progress to Date

2.1
Complaints
Between 01/04/2007 and 31/03/08 there have been 185 Corporate Complaints.  These complaints were largely due to the amendment of the City Council’s refuse and recycling arrangements.  Of the 185 complaints received 123 of those were environmental issues largely related to the introduction of the new arrangements.

Since Customer Services took ownership of corporate complaints and feedback there have been 31 complaints.  Of these complaints 3 were not responded to within the recommended timescale of 15 working days, primarily due to being received around the Christmas and New Year period. This resulted in 90.3% of complaints being responded to within the timescale.

The City Council’s Best Value User Satisfaction Survey which was produced in January 2008 shows a quarter of respondents (25%) have contacted the authority with a complaint in the last twelve months. This is an increase of 10% since the 2006 response (15%).  Amongst these, just over a fifth (22%) rate themselves as satisfied with how their complaint was handled which is a decrease of 9% on the satisfaction figure for 2006 (31%), which in turn has decreased by 20% since the 2000 BVPI survey (42%). However, the system for making and dealing with customer issues since that time has changed significantly, making an accurate comparison across the period difficult.  

Over half of respondents (55%) feel very or fairly well informed about how to complain to the council.  45% do not feel well informed.

 Appendix A attached shows the complaints and which service they related to.

2.2
Compliments & Feedback
1.2.1 To date no compliments or feedback have been recorded although individual services do receive them directly.  However, it is the aim of the customer services team to encourage customer consultation and feedback on council services.  This will be done as part of the customer contact centre’s aspiration to achieve the Customer Service Excellence standard of accreditation by December 2008.  A large part of the criteria for this accreditation is Customer Insight including customer identification, engagement and consultation and customer satisfaction.  

Customer Services are working with colleagues in policy and performance team to proactively increase the involvement of customers, to make them an integral part of continually improving our services. This includes feedback to customers and action taken by the Council in response to any service issues raised.  The Best Value User Satisfaction Survey shows that other than making a complaint, respondents contacted the council principally to ask for advice/information (32%) and/or to apply to use a service (28%). These percentages are very similar to last years BVUSS results of 30% and 24% respectively. Contact is generally made via the telephone (65%) this contact method has increased by 3% since 2006.

3.
Conclusion
Since responsibility for monitoring and reporting complaints and feedback was transferred to customer services in December 2007, the team have been able to gain a better understanding of the systems involved.  We need to glean a better understanding and build on this knowledge by capturing customer compliments and feedback through the Customer Relationship Management system (CRM).

It is some time since the last report was submitted to members and this is the first since customer services took over responsibility for this policy. It is proposed that in future members will receive such a report annually following the year-end.

The Government National Indicator 14 (NI 14), requires local government to report more comprehensively on all customer contacts. This will form part of the Council customer care strategy being formulated, but will also assist in the capture of more accurate customer data corporately. Which in turn can be used to provide a more detailed picture for members and public alike.

No of Complaints
Service
Detail of complaint

21
Environmental Services




Parking x 2



Street Lighting Faults x 4



Refuse & Recycling x 10



Street Cleaning x 3



Dog Fouling x 1



Green Spaces x 1

1
Community & Culture 




Civic Centre Receptionist

5
Planning Services




Opposed to Gypsy Site at Newtown



Building without notification to residents



Planning Application x 3

1
Economic & Tourism Services




Christmas Market Complaint

2
Revenues & Benefits Services




Council Tax  Liability 



Concessionary Fare Application

1
Facilities




Records & Charges at Cemetery

Of the Complaints above:

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

1 was resolved at stage 2 of the corporate complaints process – Elevated to Director.

1 was resolved at stage 3 of the corporate complaints process – Board of Arbitration.  This concerned a complaint about Environmental Services and the appeals panel did not uphold the complaint.

3 complaints were recorded as being received by the Ombudsman – 1 was recorded as being a premature complaint and 2 were recorded as no maladministration.
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