
Appendix 1
CORPORATE COMPLAINTS 3RD & 4TH QUARTERS 2017/18

The Local Government & Social Care 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 308 new complaints were received in the second half of 2017-18. As can be seen 
from the graph below, the number of complaints received by the majority of services 
fluctuated slightly over the four quarters of the year.

There was an increase in the number of complaints recorded during the fourth quarter for 
the Environmental Management Service compared to the previous quarter; however, the 
number of complaints received in quarter 3 was particularly low.  The number of service 
requests received in quarter 4 also increased by almost 2000.

The number of complaints received against the Highways Service rose slightly each quarter 
throughout the year, as did the number of service requests; however 50% of the overall 
number of complaints received in this reporting period were found to be not upheld.

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.
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Year on year comparison

The graph below compares the total number of complaints received in the second half of 
2017-18 with the same period last year.  The number of complaints received in this 
reporting period increased compared to the previous year, however, 45% of the overall 
number of complaints received were found to be not upheld.

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

Service Area Nature of complaint  3rd Qtr 4th Qtr
Contact Centre Call handling 4 2

Call waiting times 2 1
Conflicting information given by Advisors 1 0
Not upheld 1 2

 Total 8 5
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ECONOMY

NEIGHBOURHOODS

Service Area Nature of complaint  3rd Qtr 4th Qtr
Communications Information on Facebook page 0 1
 Total 0 1

Service Area Nature of complaint 3rd Qtr 4th Qtr
Environmental Management Missed / continual missed bins 12 15

Actions/attitude of operative 6 11
Bins not returned to collection point 3 10
New bin request 3 2
Replacement caddy liners not left 3 2
Street cleansing 2 2
Lack of response to service request 1 3
Security at Bowlee bonfire 1 0
Location of litter bin 1 0
Lack of weed spraying 1 0
Damage to vehicle from leaf blower 1 0
Fly tipping 1 1
Damage to grass from waste vehicle 0 3
Enforcement action 0 1
Dead animal removal 0 1
Damage to grave 0 1
Missed bulky waste collection 0 1
Notice left on resident’s bin 0 1
Not upheld 20 26
Out of scope of complaints policy 2 2
Total 57 82

Service Area Nature of complaint  3rd Qtr 4th Qtr
Planning Planning enforcement 1 0

Failure to enforce planning condition 1 0
Lack of response to calls/emails 0 2

 Not upheld 9 5
Out of scope of complaints procedure 0 1

 Total 11 8

Service Area Nature of complaint  3rd Qtr 4th Qtr
Customers & Communities Slow internet speed in libraries 2 0

Incorrect contact details provided 1 0
Lack of contact re reserved book 1 0
Lack of empathy from reception staff 1 0
Conduct of Librarian 0 1
Not upheld 0 1

 Total 5 2

Service Area Nature of complaint  3rd Qtr 4th Qtr
Facilities Management Quality of event at Town Hall 2 0
 Not upheld 1 0
 Total 3 0
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PUBLIC HEALTH AND WELLBEING

Service Area Nature of complaint  3rd Qtr 4th Qtr
Public Protection Delay  in providing refund 0 1

Not upheld 0 3
 Total 0 4

RESOURCES

Service Area Nature of complaint 3rd Qtr 4th Qtr
Revenues & Benefits Delay in responding to benefit enquiry 1 0

Inaccurate Council Tax bill 1 1
Response to query re Council Tax bill 1 0
Attitude of Council Tax officer 1 0
Lack of response to benefit enquiry 0 1
Invoice not received before Final Notice 0 1
Not upheld 14 9
Out of scope of complaints policy 2 0

 Total 20 12

Service Area Nature of complaint  3rd Qtr 4th Qtr
ICT Charge for calls to Adult Care service 1 0

Issue with online payment facility 0 1
 Total 1 1

Service Area Nature of complaint  3rd Qtr 4th Qtr
Highways & Property Lack of response to service request 4 7

Potholes / condition of roads 1 5
Lack of gritting / empty salt bins 1 0
Parking restrictions at Leisure Centre  2 1
Attitude of Parking Services officer 1 3
Delay in responding to PCN appeal 1 1
PCN charge increased during appeal 0 1

 Insecure traffic camera 1 0
 Need for ticket for 3hrs free parking 1 0

Delay in adoption of new road 1 0
Conduct of contractors 1 0
New paving hazardous in icy conditions 1 0
Damage from passing gritting vehicle 1 0
Temporary traffic controls 0 1
Installation of new cycle lane 0 1
Damaged pavement 0 1
Delay in installation of dropped kerb 0 1
Not upheld 19 25

 Total 35 47

Service Area Nature of complaint  3rd Qtr 4th Qtr
Strategic Housing Work carried out under grant scheme 1 0

Not upheld 1 0
 Total 2 0
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Service Area Nature of complaint  3rd Qtr 4th Qtr
Finance Handling of insurance claim 0 1

Not upheld 0 1
 Total 0 2

Service Area Nature of complaint 3rd Qtr 4th Qtr
Legal & Democratic Reminder for electoral register 1 0

Not upheld 0 1
Total 1 1

Complaint outcomes

The graph below shows the percentage of stage one complaints received that were either 
upheld or partially upheld during the second half of 2017/18. The overall percentage was 
similar for both quarters.

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 third and 
fourth quarters of 2017-18.

 In response to a complaint regarding the actions of an operative from the Environmental 
Management Service, an apology was given to the resident. Arrangements were made 
for the operative to attend a training session to improve this aspect of their work which 
will be monitored through regular supervision meetings.  
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 Following a partially upheld complaint regarding enforcement of a planning condition, 
staff were reminded to double check on the requirements of any amendments made at 
committee prior to issuing a decision or discharging conditions.

 Further to a complaint regarding the handling of a telephone call to Parking Services, an 
apology was given to the customer and all staff will be receiving further training in 
customer care, which will include telephone contact.

 In response to two complaints regarding an event at the Town Hall, an apology was 
given to the customers.  The concerns raised were addressed with the catering and 
events team, which included staff training and changes being made to prevent a 
reoccurrence of the problems experienced.

 Following a complaint from a resident regarding damage to a grave, the Operational 
Supervisor contacted the resident to discuss her concerns. A replacement grave marker 
was made and the resident was happy that the grave had been tidied and an area that 
had collapsed had been repaired.  The officer also provided details for the resident to 
contact him if any similar issues arise in the future.

 Further to a complaint regarding a lack of response to reports of a damaged pavement, 
an apology was given and an officer visited the resident to view the problems the issue 
was causing to the resident’s cellar roof.  Works were undertaken to adjust the 
pavement levels and the resident confirmed that they were happy with the outcome. 

 In response to a complaint regarding call waiting times, a manager contacted the 
resident to apologise and explain that unfortunately the Contact Centre was 
experiencing a high volume of calls as it was the main billing period.  A letter of apology 
was also sent to the resident.

 Following a complaint regarding litter and a lack of bins within the resident’s area, a 
manager called the resident to discuss their concerns.  Arrangements were made for a 
supervisor to look at the issues regarding litter and the allocation of more bins within the 
area.  In addition, as the resident is part of a group that helps to clean up the area, the 
officer who deals with community and group litter picking also contacted the resident to 
offer support and advice.

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 second 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.  A service request is an 
initial request for service or report of a fault, for example a report of a missed bin, or a pot 
hole that needs to be repaired.   Details of service requests are included below to evidence 
the very low numbers of requests that subsequently lead to complaints.  For example, the 
total number of complaints received by Environmental Management and Highways in the 
second half of this year was 139 and 82 respectively, however; the number of service 
requests dealt with by both services during the same period was significantly higher.

Highways

Service Area Requests Q3 Requests Q4
Bridges and Structures 9 16
Highways 4 3
Highway Maintenance 241 336
Network Development 46 69
Network Management /Traffic/Road Safety 238 271
Parking Services (including School Crossings) 59 50
Total 597 745
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Environmental Management

Service Area Requests Q3 Requests Q4

New Wheelie bin request 3338 3785

Missed bin 1583 1949

Information/enquiry – street services 305 392

Fly tipping 1278 1614

Assisted collection 47 60

Remove bin 260 328

Bulky collection 721 781

Tree maintenance 211 167

Dead animal 49 29

Dog fouling 91 152

Other service request – Waste Services 791 1266

Untidy garden 180 306

Abandoned vehicle 119 136

Grass/shrub/hedge maintenance 53 44

Litter bin 69 50

Spillage on road 24 30

Graffiti 29 42

Sharps/drugs/paraphernalia 30 26

Trade waste 14 20

Fly posting 68 36

Ragwort/Knotweed 9 3

Travellers enquiry 3 0

Caddy liner request 2 0

Rights of Way 27 24

Total 9301 11240

Compliments

In addition to complaints, compliments are also received from customers and shared with 
the teams concerned.  The resident is always thanked for taking the time to contact the 
Council with their comments.

The graph below shows the total number of compliments received during 2017-18.  

A total of 168 compliments were recorded during the third and fourth quarters, a selection of 
which can be found below.  
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“I would like to comment on the Advisor in the customer contact centre who has just nicely 
gone over and above what they would probably do in their daily job role. I had tried to re-
apply for my new blue badge on line which wasn’t very accessible for me to do, so she has 
just done the application for me on my behalf. I am aware that too often people are always 
complaining about council services but this particular young lady has definitely gone over 
and above what she should. Please pass this on to her.”

“I would like to leave feedback on how clean and tidy the cemetery at Heywood is. I have 
been numerous times this week and the driveway has no leaves on at all and those two 
guys are really polite. Really a nice environment and a credit to the council.”

“I have recently attended a number of events at the Rochdale Festival of Literature. The 
whole festival was of the highest quality with quality events really well organised…. I am 
looking forward to next year’s festival. Rochdale should feel proud of the festival and the 
work of the Festival Director and her staff.”

“I have just returned from walking down the pathway and to my surprise it had been litter 
picked to a very high standard. I spoke to the litter picker who was just leaving and he said 
he had noticed it was a mess and had cleaned it up. This guy should be commended for 
using his initiative as he has done an absolutely fantastic job!”

“The client has just rung to say how friendly, courteous and professional the Pest Control 
Officer was.  He is thrilled with the service he has received from RBC.”
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“Thanks so much for everything you have done for us both. Our (wedding) day was perfect 
and that wouldn't have been possible without your help. Your calming influence really put us 
at ease at big moments. You made our day truly special.”

“Resident called to compliment the Council’s gritting teams who were out last night as they 
did a fantastic job. They were relentless and were working their hardest all night. She would 
like to say a massive thank you and that all the residents on Blackstone Edge Old Road are 
so very grateful for all their help.”

“Today was the first opportunity I have had to walk this path since it`s refurbishment and I 
am bound to say, the results are stunning! Where a matter of weeks ago there was a near 
derelict path which was in a serious state of disrepair and a hazard to many users, there is 
now a firm, well drained route with well-defined and easily climbed steps. These elements 
as well as the new stiles and fencing means the route is, once again, a pleasure to use. 
The new path should be much easier and safer for users of all age groups, many thanks for 
your prompt attention to this matter.”

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 second half of 2017-18, a total of 308 new complaints were received, and of 
these only 13 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.  


