
Report to: Cabinet, 17th March 2015 
 
Report of: Cabinet Member for Customer Service and Communications 
________________________________________________________________________ 
 
Subject: JOINT CUSTOMER SERVICE STRATEGY AND WORCESTER CITY 

COUNCIL COMPLAINTS POLICY 
 
1. Decisions Required 
 
1.1 Approve the Joint Customer Service Strategy 2013 – 2017. 

 
1.2 Approve amendments to the Worcester City Council Complaints Policy. 

 
2.  Background 
 
2.1 Cabinet has now approved the Business Case for commissioning of Worcestershire 

Hub Shared Service as recommended by Joint Committee on 24th September 2014. 
A key focus of contract development is defining an operational framework which 
supports the strategic objectives of the Council with regard to customer service 
matters.  

 
2.2 Worcester City Council has not yet formally adopted the Joint Customer Service 

Strategy 2013 – 2017. This strategy was agreed by the South Worcestershire Joint 
Committee on 25th September 2013, with full engagement by Worcester City 
Council.  
 

2.3 The Council’s existing Complaints Policy refers in brief to unreasonable complaints, 
however the proposed new content will enhance the Council’s ability to correctly 
identify and manage the disproportionate demand on council resources of 
unreasonably persistent, vexations and frivolous complaints.  
 

3. Joint Customer Service Strategy 
 

3.1 This strategy (Appendix1)  includes a number of objectives, the most significant of 
which are: 

 
• Reduce costs by using most appropriate channel, including self service 

via telephone and/or digital channels 

• Increased fulfilment at the first point of contact for Face to Face 

enquiries 

• All service delivery is supported by seamless end to end service delivery 

processes 

• Greater emphasis on Service Managers’ role in transformation  of 

business processes 

• Increased customer satisfaction with services, and enhanced visibility of 

performance measures at each stage of end-to-end delivery 



• Improved understanding of customer need to drive improvement, with 

the customer at the heart of service delivery 

 
3.2 There are no unbudgeted financial requirements in the Strategy, and the impacts on 

current and planned service provision are consistent with the Transformation Plan 
and Service Plans of the City Council. It is therefore recommended that it is formally 
adopted, in line with approvals obtained at Malvern Hills District Council and 
Worcestershire County Council. 

 
3.3 The Joint Customer Service Strategy supports the City Council Values – Delivering 

the results people want by setting clear objectives. 
 
4. Unreasonable Complainant Management Policy:  

 
4.1 Delivering efficient and effective customer services will reach beyond the delivery of 

Hub Services, and Worcester City Council employees will have an active role in 
delivering the results that people want.  

 
4.2 A small number of customer contacts result in complaints, and a small proportion of 

these are categorised as ‘unreasonably persistent complaints’. The impact of these 
on the availability of Council resources and on elected members is disproportionate, 
and means that resources are diverted from genuine priorities.  

 
4.3 The City Council wishes to deal with complainants in ways that are open, fair and 

proportionate. A considered, policy-led approach helps staff to understand clearly 
what is expected of them, what options for action are available, and who can 
authorise these actions. A policy that can be shared with complainants if they start 
to behave unreasonably can help in managing their expectations and their 
behaviour, as far as possible, while the substance of their complaint is addressed. 

 
4.4 These complainants, because of the nature or frequency of their contacts with the 

Council, hinder our ability to consider their, or other people’s, complaints. It includes 
consideration of abusive, offensive threatening or otherwise unacceptable 
behaviours. 

 
4.5 The amendments to the policy (Appendix 2) are contained within Section 7 of the 

attached policy, and are based on the Local Government Ombudsman’s ‘Guidance 
Note on Managing Unreasonable Complaint Behaviour’.  

 
5.  Equalities, Financial, Health and Safety,  HR, Legal, Policy, and Risk 

 Management Implications  
 
5.1 Equalities: An equalities impact assessment screening has been completed in 

respect of both the Customer Access Strategy and The Unreasonable Complainants 
Management Policy. These identify there are no adverse impacts from the proposals. 

  
5.2 Financial: None 

 
5.3 Health & Safety: None 
 
5.4 HR: None 

 
 



5.5 Legal: The Unreasonable Complainants Management Policy is consistent with 
guidance from the Local Government Ombudsman and therefore robust. In its 
decision making, the Council must always be aware of and protect individual human 
rights. 

 
5.6 Policy: These two documents have been considered in relation to existing policies, 

and no adverse impacts or issues have been identified. 
 
5.7 Risk Management: The Customer Service Strategy enhances the clarity of the City 

Council’s requirements for effective and efficient Customer Strategy, which will 
strengthen the robust management of strategic objectives following the proposed 
contracting of Hub Services to Civica. 

 
6.  Comments of Strategy and Transformation Service Manager 
 
6.1 Worcester City Council was a substantial contributor to the development of the 

Customer Service Strategy, which has ensured that the interests and objectives of 
the Council are well represented in the document. Together with a clear policy on 
managing unreasonable complainants, this will help the Council achieve quality 
customer outcomes in an efficient and effective way. 

 
7. THE CABINET MEMBER FOR CUSTOMER SERVICE AND COMMUNICATIONS, 

COUNCILLOR LUCY HODGSON  RECOMMENDS: 
 
7.1 That Cabinet approve the Joint Customer Service Strategy 2013 – 2017. 

 
7.2 That Cabinet approve amendments to the Worcester City Council Complaints 

Policy  
 
 
Ward(s):   All 
Contact Officer: Helen Frances, Strategy and transformation Service 

Manager 01905 722562 helen.frances@worcester.gov.uk 
Appendix One:   Worcester City Council Complaints Policy 
Appendix Two:  Joint Customer Service Strategy 2013 – 2017 


