
Report to: Performance Management & Budget Scrutiny Committee, 1st December 
2015

Report of: Service Manager for Strategy and Transformation

Subject: MID-YEAR FEEDBACK REPORT 2015/16 

1. Purpose of Report 

1.1 To provide an overview and analysis of compliments and complaints received and 
investigated by the Council under the Corporate Complaints procedure and by the Local 
Government Ombudsman (LGO) for April to September 2015/16. 

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 June 2013. 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 which receives stores and 
reports all complaints, compliments and comments received by the Council in one place. 
This helps us to have a better picture of the volume and nature of complaints and to be 
more effective in managing and monitoring how quickly we respond to them.

2.6 This report provides a summary of the feedback received in the first six months of 
2015/16.

3. Overview

3.1 The number of Stage I complaints received about services delivered by the City Council 
between April and September 2015 has decreased compared to the first half of 
2014/15.



3.2 A small percentage of complaints have been appealed and escalated to Stages II and III 
of our complaints procedure which indicates that our responses are generally timely and 
of good quality. However, the percentage is greater than for the same period last year. 

3.3 Although the of number complaints received about services delivered by the City 
Council has decreased, the percentage of complaints responded to within our standard 
timescales has also decreased. This may be indicative of the more complex nature of 
some of the cases received, however the Council will be taking action and organising 
training to improve complaints handling processes to ensure responses are as timely as 
possible.

  
4. Compliments 

4.1 25 compliments have been received between 
April and September 2015. Compliments are 
forwarded to the appropriate service to be 
passed on to the relevant members of staff. 
21 compliments were made regarding 
services delivered by Worcester City Council. 
This is a decrease from 33 for the same 
period last year.

No. Compliments 
Received 

14/15 
Q1

14/15
Q2

14/15 
½ Year

14/15
Annual

15/16 
Q1

15/16
Q2

15/16 
½ Year

All compliments 13 20 33 59 11 14 25
About City Council 13 19 32 54 9 12 21

4.2 The majority of compliments received were regarding Cleaner and Greener (12) and 
Development Management Services (3). Cleaner and Greener Services in particular are 
customer-facing and therefore have more contact and engagement with the public.

4.3 Most compliments received are regarding the high level of customer case / support 
provided or staff ‘going above and beyond’ their duties.

5. Stage I Complaints 

5.1 A number of complaints (47) are received regarding services that the City Council are 
not responsible for delivering. The highest numbers were regarding County Council 
services which are often logged by customers on the City Council system by mistake. 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.

5.2 The number of complaints received for the first six months of the financial year about 
services that are delivered by Worcester City Council has decreased from 125 in 
2014/15 to 120 in 2015/16. 

5.3 The number of complaints peaked in June and September with 23 complaints per 
month. Most of these complaints were about Cleaner and Greener and Housing Services 
but there are no clear trends or patterns indicating why.



5.4 The majority of complaints over the full six months were for Cleaner & Greener Services 
although the number received has reduced considerably compared to the same period 
last year. This service includes waste collection, parks and open spaces and parking 
services so has the greatest interaction with the public. 

2014/15 2015/16
Service Q1 Q2 Mid Year Annual Q1 Q2 Mid Year
Cleaner and Greener 46 57 103 161 42 35 77
Strategic Housing 1 3 4 10 8 7 15
Development Management 3 5 8 24 5 14 19
Safer and Stronger 1 2 3 3 0 3 3
Strategy & Transformation 0 2 2 3 0 0 0
Finance & Legal 1 0 1 2 1 0 1
Eco. Dev. & Planning Policy 0 3 3 3 1 0 1
Democratic Services 0 1 1 2 2 2 4
Total for City Council 52 73 125 208 59 61 120

5.5 Most Cleaner and Greener Services complaints were regarding parking services 
(enforcement and car parks) and parks and open spaces which includes management of 
grass and hedges. 

5.6 Complaints against parking services were largely regarding the issue and handling of 
Penalty Charge Notices but included varying issues about enforcement and car parks.

5.7 The majority of parks and open space complaints were about management of grass, 
trees or hedges some of which may be considered more as service request. We do 
promote the ‘Report It’ function for service requests on the Feedback and Complaints 
webpage to try to encourage customers to use the report this function where 
appropriate.

5.8 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 
(four – equating to 5% of Stage I complaints received).

5.9 The number of complaints received for Housing and Development Management Services 
have both increased compared to the same period last year. 

5.10 The increase in Strategic Housing complaints has been as a result of the 
implementation of the amended sub-regional Home Choice Plus Allocations Policy used 
by Worcester City Council in prioritising applications for social housing.  The changes 



have been made following amendments to the legislation governing allocations in the 
Localism Act 2011. There have also been additional complaints regarding private sector 
housing and revocation of HMO licenses and the quality of disabled facility grant work.

5.11 The increase in complaints regarding Development Management Services can be 
attributed to issues with the Planning Portal which should now have been resolved and 
a small number of high profile and contentious applications.

6. Responses to Stage I Complaints

6.1 This section only includes responses for Stage I complaints received about services 
delivered by the City Council and dealt with through our complaints process. Reponses 
to complaints received by the shared service such as Civica Hub, Revenues and Benefits 
and Worcestershire Regulatory Services are reported to the relevant partnership boards 
for monitoring.

6.2 Overall, 87% of all Stage I complaints about City Council services were responded to 
within the standard timescale which equates to 104 of the 120 complaints received. 
This is a decrease from 91% for the same period in 2014/15. The breakdown for 
quarter 1 was 93% and quarter 2 was 80%. 

6.3 Of the services that received complaints in quarters 1 and 2, the majority of services 
responded within or close to this time frame and the target of 85%. 

6.4 Housing Services had the lowest percentage of complaints dealt with within the service 
standard time (67%), which equates to 10 of the 15 cases received. Housing complaints 
have tended to be of a more complex nature and have taken longer to ensure a full and 
comprehensive investigation has been undertaken. A number of cases have involved 
multiple parties and therefore required further time for the required information to be 
gathered.

6.5 Development Management Service responded to 79% of complaints within the 
timescale (15 from 19 complaints). There has been a trend regarding complaints and 
issues with the timeliness of communication. Consequently time management training 
has been introduced to improve responsiveness.

6.6 In some cases, responses have been delayed as further information or confirmation has 
been required from the customer.



6.7 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.

7. Stage II complaints 

7.1 Overall, 11 Stage II complaints have been received in 2015/16 to date, which 
represents 9% of Stage I complaint decisions. This compares to ten received for the 
same period in 2014/15.

7.2 Housing Services have received the most Stage II complaints (5), this equates to 33% 
of Stage I complaints for the service.  

Service No. of SII 
Complaints

Service Areas

Cleaner & Greener 4 2 x Parking Enforcement
1 x Car Parking
1 x Other

Development Management 1 1 x Planning Applications
Housing 5 2 x Homelessness 

3 x Private Sector 
Customer Services 1 1 x Hive
Total 11

7.3 The complaints team work with services to ensure officers dealing with complaints 
investigate and respond in the most effective way and follow procedures. The aim being 
to ensure Stage I complaints are resolved to the customers satisfaction wherever 
possible to reduce the number of appeals. 

7.4 The Council does however recognise that improvements can be made regarding our 
processes to try to resolve customer complaints before they are escalated. It is 
therefore intended to carry out refresher training for all services in 2015/16 with a view 
to improving the quality of responses provided and encourage greater learning from 
feedback received.

8. Stage III complaints received by LGO 

8.1 Four complaints have been received and investigated by the LGO in the first half of 
2015/16 which is one more that the same period in 2014/15. These were responded to 
within the timescales requested.

Service / LGO Category Received Decision
Housing Apr 2015 Upheld: maladministration and injustice.
Highways & Transport Aug 2015 Closed after initial enquiries - no further action.
Environmental Services & 
Public Protection & 
Regulation

Aug 2015 Closed after initial enquiries - out of 
jurisdiction.

Benefits & Tax  Sep 2015 Closed after initial enquiries - no further action.



8.2 The Ombudsman made recommendations following their decision to uphold the Housing 
Services complaint. These recommendations are being implemented by the Council and 
details of the case have been reported to the Council’s Standards Committee. 

9. Comments

9.1 35 comments have been logged on 
the corporate feedback system in 
quarter 1 and 2 of 2015/16.  

9.2 22 comments were made regarding 
services delivered by Worcester City 
Council. Many of these comments 
were offering suggestions for 
improvements or are general 
observations. Comments are forwarded to the relevant service for consideration as part 
of service planning.

10. Lessons Learnt

Examples of positive action taken in response to complaints include:

10.1 Street Cleansing and Toilets 
- Increased monitoring of public toilets by the supervisors to try to ensure 

cleanliness. 
- In response to the reporting of needles in public toilets we have worked with Team 

Worcester so the Police now have keys to the toilets and provide a daily presence to 
try to reduce the number of people using needles in them.

10.2 Parks and Open Spaces - in response to customer feedback and other publicity about 
opening of the Splashpad, the facility was opened on a daily basis in April rather than 
weekends only.

10.3 Waste and Recycling 
- A customer complained that bank holiday collection arrangements over Easter were 

not as stated on the website. On investigation it was found that the customer was 
inadvertently looking at the commercial rather than domestic waste arrangements.  
As a result, the commercial waste arrangement information is at the end of the 
page, and separate to domestic arrangements for clarity.

- Black refuse bags were being left outside one property on a street rather than 
residents leaving their refuse outside their own property.   Letters were sent to re-
iterate where the correct collection point, including a map highlighting the areas 
where bags must not be left and the issue was resolved.

10.4 Development Management 
- There have been a number of complaints regarding access and updates to the 

planning portal on the website so changes have been made in terms of process and 
information to the customer and to improve resilient. 

- Time management training has been introduced in response to complaints about 
timeliness of responses.



11. Equalities, Financial, Health and Safety,  HR, Legal, Policy, and Risk 
Management Implications

11.1 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.  

11.2 Financial – Failure to manage complaints effectively could result in financial implications 
arising from compensation claims against the Council. 

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

11.4 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.

11.5 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.  

11.6 Policy – The Council has in place a Feedback and Complaints Policy to guide effective 
and consistent complaints across the organisation. 

11.7 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

 
12. Comments of Service Manager for Strategy and Transformation

12.1 This mid-year feedback report shows there were fewer Stage I complaints made about 
Worcester City Council services. However, the percentage of complaints responded to 
within the standard timescales has decreased. There were also more complaints 
escalated to Stages II and III although these are still a relatively low proportion of those 
received at Stage I. 

12.2 Work will however continue with services to embed our procedures in terms of how we 
deal with complaints to ensure that they are responded to, and if possible are resolved 
to the customer’s satisfaction at the earlier stages of our procedure in order to reduce 
the numbers escalated to Stages II and III. 

12.3 It is therefore intended to carry out complaints training for all services in 2015/16 with a 
view to improving the quality and timeliness of responses provided.

12.4 The Council will also continue to learn from the feedback and complaints received to 
further improve the services that we provide to our customers.



13. SERVICE MANAGER FOR STRATEGY & TRANSFORMATION RECOMMENDS:

13.1 That the Performance Management & Budget Scrutiny Committee note the 
Council’s mid-year performance for 2015/16 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

mailto:Joanna.payne@worcester.gov.uk
http://www.worcester.gov.uk/documents/10499/44127/Complaints+Policy+v2.1.pdf/df298e1c-acf3-4e61-90a5-08da24ff4ce0

