
Report to: Performance Management & Budget Scrutiny Committee, 15th June 2015 
 

Report of: Service Manager for Strategy and Transformation 
 

 

Subject: ANNUAL FEEDBACK REPORT 2014/15  

 
1. Purpose of Report  

 

1.1 To provide an overview and analysis of feedback and complaints received and 

investigated by the Council under the Corporate Complaints procedure and by the Local 

Government Ombudsman (LGO) for 2014/15.  

 

2. Background 
 

2.1 A complaint is: ‘an expression of dissatisfaction, however made, about the standard of 

service, action or lack of action by the Council, or our workforce, affecting an individual, 

group or organisation’. 

 

2.2 A compliment is ‘an unsolicited expression of praise, admiration, thanks, or satisfaction 

from a customer.”  

 

2.3 Worcester City Council’s Feedback and Complaints Policy was agreed by Cabinet in 

December 2010 and was refreshed in March 2015. The policy sets out how we deal with 

feedback and complaints, the general principles and the detailed procedure. 

 

2.4 The Council operates a three stage complaints process which allows for complainants to 

appeal and request further investigation if they are not happy or feel that important 

information has not been taken into account.   

 

 Stage I – the initial investigation and response by the service. 

 Stage II – review independently of the Service  

 Stage III – referral to the Local Government Ombudsman 

 

2.5 The Council has a corporate complaints and feedback system developed with the South 

Worcestershire ICT Service. The system receives stores and reports all complaints, 

compliments and comments received by the Council in one place, which helps us to 

have a better picture of the volume and nature of complaints and to be more effective in 

managing and monitoring how we respond to them. 

 

2.6 This report provides a summary of the feedback received in 2014/15.  

  
3. Overview 

 

3.1 The number of complaints received between April 2014 and March 2015 for all Stage I 

complaints have decreased compared to 2013/14, however those escalated to Stages II 

and III have increased.  



3.2 The increase in escalated cases may be due to the process for appeal being well 

publicised and more accessible. However, these are still a relatively low percentage of 

the number of Stage I complaints received indicating that our responses are timely and 

of good quality. We will be reviewing our processes to consider how Stage I and II 

complaint responses can be improved in order to resolve cases at an earlier point where 

possible. 

 

3.3 The percentage of complaints responded to within our standard timescales has 

improved slightly from last year and the target has been met. There has also been an 

increase in the number of comments and compliments received so the general increase 

in all types of feedback could also indicate that the public is now better enabled and 

more aware of the channels by which they can provide feedback. 

 

3.4 None of the Stage III complaints from the Local Government Ombudsman (LGO) which 

have been investigated have resulted in an LGO report, although one case has been 

upheld. 

   

4. Compliments  
 

4.1 59 compliments have been received between April 2014 and March 2015. Compliments 

are forwarded to the appropriate Service to be passed on to the relevant members of 

staff. 54 compliments were made regarding Worcester City Council Services. This is an 

increase from 45 for the same period last year. 

  

No. Compliments Received  2013/14 2014/15  

All compliments 50 59 

About City Council 45 54 

 

4.2 The majority of compliments 

received were regarding Cleaner and 

Greener and Development 

Management Services. 

 

4.3 Most compliments received are 

regarding the high level of customer 

service / support provided or staff 

‘going above and beyond’ their 

perceived normal duties.  

 

5 Complaints  

 

5.1 Headline - this report includes the number of complaints received for shared services 

in the breakdown of Stage I complaints. These are forwarded to the shared service and 

dealt with in accordance with the host authority’s policy and therefore not included in 

the breakdown of response times.   

 

No. Received  2013/14 2014/15  

Stage 1 Complaints 285 270 

Stage 2 Complaints 16 21 

Stage 3 Complaints 3 5 



 

 

5.2  Stage I Complaints received 
 
5.2.1 Fewer Stage I complaints have been received in 2014/15 compared than in 2013/14.  

 
5.2.2 There appeared to be spikes in the numbers of complaints received in September 2014. 

Of the 38 complaints received in September, 24 were regarding Cleaner and Greener 

Services, five for the County Council and three for Development Management Services. 

For Cleaner and Greener and Development Management Services, these were highest 

monthly totals received to date this year.  

 

 

 

 
 
 

 
 

 
 
 

 
 

 
5.3 Breakdown of Stage I complaints received by Service 
 

5.3.1 A number of complaints are received regarding services that the City Council are not 

responsible for. The highest numbers were regarding County Council services (36) 

which are often logged by customers on the City Council system by mistake. The 

majority of these were about highways and transport issues. As with all non-Worcester 

City Council complaints, these are acknowledged and forwarded to the responsible 

organisation to respond directly to the customer in accordance with their own 

complaints policy. 

 

5.3.2 The number of complaints received regarding Worcester City Council services for the 

2014/15 has increased slightly from 198 in 2013/14 to 208.  

 

5.3.3 The majority of complaints regarding Worcester City Council services were for Cleaner & 

Greener Services. This service includes waste collection and parking services so has the 

greatest interaction with the public. The number of complaints received by Cleaner and 

Greener Services have also increased from last year. 

 

Service 2013/14 2014/15 

Cleaner and Greener  149 161 

Strategic Housing 24 10 

Development Management 10 24 

Safer and Stronger 11 3 

Strategy & Transformation 3 5 

Finance & Legal 1 2 



Service 2013/14 2014/15 

Eco. Dev. & Planning Policy 0 3 

Total for City Council 198 208 

County Council Services 43 36 

Worcestershire Hub 7 1 

Worcester Community / Festival Housing  4 1 

Revenues and Benefits 13 12 

Regulatory Services 10 6 

Other 10 6 

 

5.3.4 Most Cleaner and Greener 

Services complaints were 

regarding refuse and 

recycling collection and 

parking services 

(enforcement and car 

parks).  
 

5.3.5 Complaints against 

parking services were 

largely regarding the 

issue and handling of Penalty Charge Notices (PCN) but included varying issues about 

enforcement and car parks. In a number of cases, complaints could be pursued as 

appeals against PCNs, but where the customer expresses a desire to make a complaint 

this is investigated as such. 

 

5.3.6 The majority of refuse complaints were about missed bins and it should be noted that 

on some occasions service requests are treated as complaints if reported as such by the 

customer. We do promote the ‘Report It’ function for service requests on the Feedback 

and Complaints webpage to try to reduce these cases.  

 

5.3.7 The Cleaner and Greener team pro-actively manage their complaints with quick 

responses and regular monitoring ensuring action is taken in response to feedback. This 

is reflected in the relatively low number of complaints that are escalated to Stage II 

(seven – equating to 4% of Stage I complaints received). 
 

5.4 Response to Stage I Complaints 
 

5.4.1 This section only includes responses to Stage I complaints received about City Council 

services and dealt with through our complaints process.  

 



5.4.2  Overall, 88% of all Stage I complaints about City Council services were responded to 

within the standard timescale of 15 working days, meeting the annual target of 87%. 

This is a slight improvement compared to 87% for 2013/14. The breakdown for 

quarters was: 1 - 88%, 2 - 93%, 3 – 82% and 4 – 82%.  

 

5.4.3 Of the services that received complaints in 2014/15, a number did not meet the target 

of 87% responded to within 15 working days. Finance and Economic Development and 

Policy Planning (EDPP) had the lowest percentage of complaints dealt within the service 

standard (50% and 67% respectively). However this equates to one of only two 

complaints received for Finance and one of three for EDPP missing the due dates. All 

EDPP complaints were regarding the relocation of market traders during works to Angel 

Place and there was ongoing dialogue with complainants.  

 

5.4.4 Development management responded to 75% of complaints within the timescale (18 

from 24 complaints). Housing Service responded to 80% within the timescale (8 from 

10 complaints). Delays with responses to complaints from these services tend to be due 

to the complicated nature of cases or requests for further information or clarification. 

 

5.4.5 Although every effort is made to respond to complaints within the timescale, our 

Complaints and Feedback Policy states that if a response cannot be provided in this 

time, the customer is notified of any delays, informed of the reason and advised when a 

response will be provided. 

 

5.6 Learning from Complaints 

 
5.6.1 Where trends are identified, services are encouraged to take action to review, and 

where appropriate, amend processes to improve service delivery. For example, there 

were a number of complaints received regarding the access of information or the loading 

of comments on the planning website. Although this was largely due to increased 

demand regarding high profile applications, improvements were made to the timing of 

data uploads and also the information provided to customers about the process. 

 

5.6.2 The Council received two housing related complaints regarding the support provided to 

users with disabilities to access the Home Choice Plus bidding process. In response, the 

teams are reviewing the support and guidance provided to users, including holding a 

discussion group with disabled users to better understand their needs. 

 

5.7 Stage II complaints received 
 

5.7.1 Overall, 21 Stage II complaints have been received in 2014/15, an increase from 16 in 

2013/14. For City Council Services, this represents 9% of Stage I complaint decisions 

by the City Council. This is double the number received for the same period in 2013/14. 

 

5.7.2 Although Cleaner & Greener Services have received the most Stage II complaints, this 

equates to just 4% of Stage I complaints for the service.   

 

Service No. of SII 

Complaints 

Service Areas 

Cleaner & Greener  7 1 x Household Waste 

1  x Street Cleansing 



Service No. of SII 
Complaints 

Service Areas 

1 x Trade Waste 

2 x Parking Enforcement 

2 x Car Parks 

Development Management 4 1 x Planning Enforcement 

3 x Planning Applications 

Housing 6 3 x Homelessness & Housing Strategy 

2 x Private Sector Private Sector 

1 x Other 

Revenues & Benefits 2 1 x Council Tax 

Committee Admin 1 1 x Committees 

Strategy & Performance 1 1 x Complaints Admin 

Total 21  

 

5.7.3 It should be noted that where a complaint relates to an enforcement decision the 

customer may feel aggrieved at that decision, even though it has been properly made 

under the relevant legislation, and therefore cannot be resolved to the customer’s 

satisfaction through the complaints process.   

 

5.7.4 It is intended to carry out refresher training for all services to ensure officers dealing 

with complaints investigate and respond in the most effective way and follow 

procedures to ensure Stage I complaints are resolved to the customers satisfaction 

wherever possible, therefore reducing the number of appeals.   

 

5.8 Stage III complaints received by LGO  
 

5.8.1 Five complaints have been received from the LGO and investigated in 2014/15 

compared to three in 2013/14. These were responded to within the timescales 

requested and of those for which a decision has been made, none have resulted in a 

formal report by the Ombudsman. 

 

Service / LGO Category Received Decision 

Corporate & Other 

Services  

Apr 2014 Not in jurisdiction and discretion not exercised. 

Housing Apr 2014 Closed after initial enquiries - no further action. 

Development Management May 2014 Not upheld: no maladministration. 

Development Management Feb 2015 Upheld: maladministration, no injustice. 

Housing Mar 2015 Still under investigation 

 

5.8.2 The final decision statement for the Development Management case which was upheld 

was that there was fault by the Council in the transparency of the consideration of a 

planning application but that has not altered the decision reached. 

 

 
 

 
 

 
 



6. Comments 
 

6.1 49 comments have been logged 

on the corporate feedback system 

in 2014/15. This is an increase 

from 33 in 2013/14. 

 

6.2 36 comments were made 

regarding Worcester City Council 

Services. Many of these comments 

were offering suggestions for 

improvements to processes or 

services. Comments are forwarded 

to the relevant Service for 

consideration as part of service 

planning. 

 

 

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

 Management Implications 
 

7.1 Equalities – The Council has a duty to show due regard to Equalities issues – monitoring 

complaints will help to ensure no groups are being disproportionately affected. The 

corporate complaints system collects equality information, provided on an optional 

basis, which will further improve monitoring.   

 

7.2 Financial – Failure to manage complaints effectively could result in financial implications 

arising from compensation claims against the Council.  

 

7.3 Health and Safety – no implications arising from this report. 

 

7.4 HR – officers are provided with guidance and training as required regarding the 

Council’s complaints procedure to ensure that the Feedback and Complaints Policy is 

implemented. 

 

7.5 Legal – The Council must comply with national legislation regarding complaints and 

provide citizens with ‘a right to complaint against the Council itself under its complaints 

scheme’ in accordance with our Constitution.   

 

7.6 Policy – The Council has in place a Feedback and Complaints Policy to guide effective 

and consistent complaints across the organisation.  

 

7.7 Risk – Failure to manage complaints could result in: 

 - reputational risk following negative media coverage or LGO reports. 

 - financial risk through compensation claims 

 - missed opportunities for learning and improvement from complaints information 

  

 

 

 



8. Comments of Service Manager for Strategy and Transformation 
 

8.1 The annual feedback report shows that the Council has received fewer Stage I 

complaints than last year. Although these were responded to more quickly there were 

more complaints escalated to Stages II and III. It should however be noted that these 

are still a relatively low proportion of cases received at Stage I.  

 

8.2 There has been a general increase in the levels of all types of feedback received which 

provides the Council with valuable customer experience and perception information 

which we can use to help improve our service to customers and to inform service 

planning and decision making.  

 

8.3 The Council will continue to work with Services to embed our procedures for dealing 

with complaints to ensure that they are resolved to the customer’s satisfaction as early 

as possible therefore reducing the numbers escalated to Stages II and III of our Policy. 

It is intended to hold refresher training for officers involved with complaints 

management with a view to improving the quality of responses provided and the use of 

feedback information. 

  

9. THE SERVICE MANAGER FOR STRATEGY & TRANSFORMATION RECOMMENDS: 
 
9.1 That the Performance Management & Budget Scrutiny Committee note the 

Council’s annual performance for 2014/15 with regards to compliments, 
complaints and feedback received. 

 
 
Ward(s):   All 

Contact Officer:  Jo Payne, Transformation & Performance Officer 
  Tel: 01905 72 2407     

  Email: Joanna.payne@worcester.gov.uk  
Background Papers: Feedback and Complaints Policy 


