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CORPORATE COMPLAINTS 1ST & 2ND QUARTERS 2017/18

The Local Government Ombudsman’s definition of a complaint is:
“An expression of dissatisfaction about a Council service (whether that service is provided 
directly by the Council or by a contractor or partner) that requires a response”

The Council’s Corporate Complaints Policy consists of a three stage process, providing a 
point of appeal at stage three via the Customer Feedback Team for complainants who 
remain dissatisfied with the outcome of their complaint to a service.

New complaints received

A total of 271 new complaints were received in the first half of 2017-18. As can be seen 
from the graph below, the number of complaints received by the majority of services was 
similar for each quarter. 

Details of the complaints received in the reporting period and examples of lessons learned 
as a result of complaints are included later in the report.

Year on year comparison

The graph below compares the total number of complaints received in the first six months 
of 2017-18 with the same period last year.  The usual trend is for the Council to receive the 
lowest number of complaints during the first quarter compared to any other time of the year.  
As can be seen below the overall number of complaints received during this reporting 
period reduced from 322 complaints last year to 271 complaints this year, which is a 
reduction of 15.8% and a reduction for the second consecutive year.
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Complaints by Directorate

Details of the nature of complaints received by each Directorate can be found in the 
following tables.  The tables include details of all complaints that were either upheld or 
partially upheld together with the number of complaints that were found to be not upheld.  A 
number of complaints are reported as being ‘out of scope’.  These are complaints where it 
was established that the subject of the complaint was the responsibility of another 
organisation e.g. Rochdale Boroughwide Housing or Riverside Housing and the complaints 
were referred on to be dealt with under the organisation’s own complaints procedure.

AGILISYS

ECONOMY

Service Area Nature of complaint  1st Qtr 2nd Qtr
Contact Centre Call handling 3 2

Call waiting times 1 0
Not upheld 2 3

 Total 6 5

Service Area Nature of complaint  1st Qtr 2nd Qtr
Planning Lack of response to correspondence 0 1

Handling of planning application 0 1
 Not upheld 5 4
 Total 5 6
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NEIGHBOURHOODS

Service Area Nature of complaint 1st Qtr 2nd Qtr
Environmental Management Missed / continual missed bins 8 17

Grass/shrub maintenance 7 7
Actions of crew 6 6
Replacement caddy liners not left 5 6
Bins not returned to collection point 5 3
Street cleansing 4 3
Lack of response to service request 3 4
Lack of maintenance in cemetery 1 0
Contaminated bin sticker 1 0
Lack of weed spraying 1 2
Failure to enforce cemetery regulations 1 0
Information on leaflet 1 0
Involvement of Bereavement Services 1 0
Installation of picnic benches 1 0
Removal of bin 0 2
Fly tipping 0 1
Not upheld 26 21
Withdrawn 0 1
Out of scope of complaints policy 5 2
Total 76 75

Service Area Nature of complaint 1st Qtr 2nd Qtr
Strategic Housing Processing of Flood Resilience Grant 1 0

Not upheld 1 1
 Total 2 1

Service Area Nature of complaint  1st Qtr 2nd Qtr
Highways & Property Lack of response to service request 0 3

Incident caused by unrepaired pot holes 2 0
Poor quality repairs to kerb  1 0
Delay in agreed works being carried out 1 0

 Increased traffic due to car park closure 1 0
 Condition of footpaths 1 0

Attitude of Parking Services officer 1 2
Damage caused by resurfacing work 1 0
Lack of consultation re TRO 0 1
Difficulty in contacting Parking Services 0 1
Traffic management during roadworks 0 1
Increase in car park charges 0 1
Damaged pavement not repaired 0 1
Conduct of contractors 0 1
Costs for repairing rising bollard 0 1
Disruption to business from roadworks 0 1
Road markings not replaced 0 1
Not upheld 7 12

 Out of scope of complaints policy 1 0
 Total 16 26
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PUBLIC HEALTH AND WELLBEING

Service Area Nature of complaint  1st Qtr 2nd Qtr
Public Protection Handling of noise nuisance complaint 1 0

Not upheld 1 1
 Total 2 1

RESOURCES

Service Area Nature of complaint  1st Qtr 2nd Qtr
Finance Not upheld 1 1
 Total 1 1

Service Area Nature of complaint 1st Qtr 2nd Qtr
Legal & Democratic Receipt of reminder polling card 1 0

Postal vote not received 1 0
Polling card received for deceased person 0 1
Actions of polling station officers 1 0
Delayed response to enquiry 0 1
Not upheld 1 0
Total 4 2

Service Area Nature of complaint  1st Qtr 2nd Qtr
Revenues & Benefits Delay in processing benefit claim 1 0

Inaccurate Council Tax correspondence 0 1
Correspondence received in error 0 1
Not upheld 14 11
Out of scope of complaints policy 1 0

 Total 16 13

Complaint outcomes

The graph below shows the percentage of stage one complaints received that were either 
upheld or partially upheld during the first half of 2017/18. The overall percentage rose 
slightly for the second quarter.

Service Area Nature of complaint  1st Qtr 2nd Qtr
Customers & Communities Standard of customer service at library 2 1

Delay in responding to report of ASB 1 0
Slow internet speed in libraries 0 4
Misplaced document 0 1
Overdue reminder for returned book 0 1
Not upheld 1 0
Withdrawn 1 0

 Total 5 7

Service Area Nature of complaint  1st Qtr 2nd Qtr
Coroners & Registrars Not upheld 1 0
 Total 1 0
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Lessons learned

Complaints provide the Council with valuable feedback which is used to develop and 
improve our services to meet the needs of our customers.  The following are examples of 
lessons learned and action taken as a result of complaints received during the first and 
second quarters of 2017-18.

 Following a complaint regarding call handling by a Contact Centre Advisor, a training 
need was identified and arrangements were put in place for the Advisor to receive 1 to 1 
mentoring and attend customer services training.

 In response to a complaint regarding street cleaning, the Team Leader contacted the 
resident to discuss his concerns. The area was inspected and a new cleaning plan for 
the area was agreed.

 Further to a complaint regarding poor customer service in a library, all staff were briefed 
regarding the standards expected.  An apology was given to the customer and the 
matter was raised in all staff supervision meetings.

 In response to a complaint regarding the condition of footpaths, the area was inspected 
and a works order was raised for all defects which met the Councils Highway Inspector 
defect criteria. The works were scheduled for completion within 20 working days.

 Following a complaint to the Environmental Management Service regarding grass and 
shrub maintenance, the Supervisor met with the resident at his home address and 
agreed a number of actions including for the grass plots to be cut and edged off 
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properly, the weeds to be removed and treated with weed killer and concerns regarding 
a tarmac path to be raised with Highways. 

 In response to a complaint regarding correspondence from the Revenues and Benefits 
Service being received in error, an apology was given to the resident and the Team 
Leader discussed the incident with the officers concerned.  A training need was 
identified and addressed.

 Following a complaint from a local business about the effect roadworks had on the 
business, the service apologised that the complainant’s business had not been included 
in the letter drop advising of the forthcoming roadworks.  As a result of the complaint the 
service advised that the policy would be revised to include all premises on the street 
affected in future.

 Further to a complaint regarding missed assisted collections, the Supervisor contacted 
the resident and apologised for the inconvenience caused.  The address was added to 
the Watch List to be monitored by the Supervisor for the following two months to ensure 
the crews were familiar with the collections.

Complaints received by Ward

Numbers of complaints reported by Ward are dependent upon customers providing their 
address details.  The graph below shows the numbers of complaints received by Ward 
during the first half of 2017-18.  It also indicates where address details have not been 
provided or the complainant resides outside of the Borough. 
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As can be seen from the graph above, there were some fluctuations in the number of 
complaints received from residents in most wards over the two quarters.  There was no 
evident reason for this as the complaints related to a number of different service areas and 
a variety of issues.

Service Requests 

A large number of complaints received are in fact service requests, and details are included 
below to evidence the very low numbers of service requests that subsequently lead to 
complaints.  For example, the total number of complaints received by Environmental 
Management and Highways in the first half of this year was 151 and 42 respectively, 
however; the number of service requests dealt with by both services during the same period 
was significantly higher.

Environmental Management

Service Area Requests 
Q1

Requests 
Q2

New Wheelie bin request 4977 3840

Missed bin 1374 1325

Information/enquiry – street services 181 252

Fly tipping 1250 1304

Assisted collection 8 23

Remove bin 308 345

Information/enquiry – enforcement 0 0

Bulky collection 664 700

Tree maintenance 260 286

Dead animal 48 55

Dog fouling 86 100

Other service request – Waste Services 1027 1151

Untidy garden 209 221

Abandoned vehicle 98 121

Grass/shrub/hedge maintenance 146 191

Litter bin 35 52

Spillage on road 27 22

Graffiti 43 36

Sharps/drugs/paraphernalia 21 18

Trade waste 8 8

Fly posting 14 62

Ragwort/Knotweed 25 21

Travellers enquiry 22 40

Caddy liner request 232 151

Rights of Way 28 45

Total 11091 10369
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Highways

Service Area
Requests 

Q1
Requests 

Q2
Bridges and Structures 2 9
Highways 3 6
Highway Maintenance 178 214
Network Development 46 39
Network Management /Traffic 187 221
Parking Services (including School Crossings) 37 41
Road Safety 40 30
Total 493 560

Compliments

In addition to complaints, compliments are also received from customers and shared with 
the teams concerned.  

As can be seen from the graph above, a total of 237 compliments were recorded during this 
reporting period, a selection of which can be found below.  This is an increase of 41.6% on 
the number of compliments received during the same period of last year.

“I spoke with a very helpful young lady from your Contact Centre.  I had problems with your 
website and she patiently and very professionally helped me fill in the necessary forms.    It 
was a pleasure in this day and age where everyone seems to want to rush you off the 
phone.  She is a credit to your team.”
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“I would like to thank all the staff involved regarding the videoing of the peregrine falcons. 
My wife and I have taken great pleasure in watching. Thanks again.”

“Please could you pass our thanks on to the lovely team who have been dealing with us 
downsizing our bins - they could not have been nicer or more professional and we are very 
grateful for the excellent level of service, from the Council enquiry department through to 
the refuse collectors themselves, thank you very much for all your help! Best wishes to all.”

“I just wanted to thank you for everything. Our wedding day was great and everything just 
as we planned with you. The food and service was excellent.  I just wanted to thank you 
personally, you really gave us the personal touch, making sure we were ok and happy 
throughout the day.”

“This is a ‘thank-you note’ to everyone that has been involved with the recent Wardle War 
Memorial Gardens renovation project. The project has now been completed and we are 
very, very pleased with the outcome.  Thank you once more; we really do appreciate your 
involvement and contribution to the project.”

“The flowers in Rochdale and surrounding areas this year are outstanding. I started to 
notice new flower schemes last year like the mini and wild flower meadow at Sudden. This 
year more trees have been planted and so many wild flowers, tubs and planters have been 
added all over. The wild flowers on the verge at Wildhouse Lane are spectacular.   This 
weekend I noticed the Co-op van at Toad Lane. What a brilliant thing to do.  Please pass on 
my thanks to the creators and planters of the flowers.   Well done Rochdale Council.”

“Please say a huge thank you to the lads that did our adaptations. They were all so nice 
and went above and beyond when they could. Also very friendly and nice to have around, 
no mess and wouldn't have known they were there….thank you, makes a great difference 
to have nice friendly workmen that you can also have a laugh with.”

“I had recently contacted the Council as the building work that was happening on my new 
build estate was taking place very early in the morning and after they were due to finish. 
The officer was quick to respond and resolve the issue. She's definitely worth her weight in 
gold and I'd like to pass on my thanks.”

Customer satisfaction with the process

The Customer Feedback Team monitors complaints received and recorded across the 
Council to ensure compliance with complaint policy timescales and consistency in 
implementation of the process.

During the first half of 2017-18, a total of 271 new complaints were received, and of these 
only 8 escalated to the next stage in the complaints process, indicating that the majority of 
customers were satisfied with the response and action taken by the service concerned at 
the lowest level.  It should also be noted that the total number of complaints received in the 
first half of 2017-18 reduced by 15.8% compared to the previous year, whilst the number of 
compliments received in the same period increased by 41.6%.


