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Introduction 
At Bath & North East Somerset we value our customers and their feedback so we closely monitor all the compliments, 
comments and complaints that we receive and use the information gained to improve the services that we provide. This 
process is managed through the Council’s Customer Feedback Procedure (details available on the Council’s website). 
 

Customer feedback may include: 

 General feedback and suggestions for improvement 

 Reports about service failure 

 Compliments about good service 

 Complaints 
 

We work hard to avoid and minimise complaints but, where they do occur, our procedure defines that they are fairly and courteously treated, 
reflecting best practice both for the customer and the Council. 
 

This report gives a corporate overview of the customer feedback that has been received and responded to in the past quarter, and notes any 
key actions or considerations that have resulted from a high level review. 
 

Our Service Teams, responsible for specific services delivered by the Local Authority, handle their own customers’ feedback cases and 
provide quarterly updates on trends, issues or changes that the service is undertaking as a direct or partial result of the feedback they have 
received. Some of the key outcomes of that feedback are detailed in the “You said / We did…” section of this quarterly summary report, 
compiled directly from the Customer Feedback Officers (CFOs) responsible for each service area. 
 

Period of this report: Quarter 1 2015/16 (April – June 2015)   
 

Exclusions 
Some service areas have mandatory or legislative routes for formal complaints. The main areas excluded are: Complaints about Councillors or 
individual schools, Adult Social Services, Children's Services, and matters over which the Council has no legal authority or powers of action. 
These complaints are therefore excluded from the corporate process and this report; more information is available from the service directly. 

 
 
 
 
 
 

http://www.bathnes.gov.uk/services/your-council-and-democracy/complaints-and-customer-feedback/complaints-reports
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  The table has shown Feedback as a whole (Complaints, Compliments and Suggestions). The following focus on all 

Complaints, defined as complaints by customers. 

 

 

This table shows ALL feedback received – it illustrates all feedback received for all services. It is important to bear in mind that during 
the same period the Council Connect Contact Centre handled 39,014 telephone, email and social media contacts 

 
Complaints represents 0.84% of those contacts. 

 
Total number of service requests over same period 10,356 

 

Directorate Service Area Complaints Compliments Suggestions Totals

Chief Executive Legal & Democratic Services 8 2 0 10

People & 

Communities
Childrens services

7 0 0 7

Place Development & Regeneration 4 0 0 4

Housing 3 6 0 9

Heritage Services & Tourism 0 1 0 1

Highways & Traffic 46 4 11 61

Neighbourhood Environmental 

Services 172 19 22 213

Public Protection & Health 

Improvement 8 1 0 9

Transport & Parking 24 1 4 29

Development Management 21 15 2 38

Resources Business Support 0 0 2 2

Project Delivery, Property & 

Facilities 16 0 1 17

Customer Services 11 3 6 20

Libraries 6 0 2 8

Strategy & Performance 1 0 0 1

Totals 327 52 50 429
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This graph shows the number of complaints received over each month 
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This graph shows closed complaints (cases that have been picked up by service Customer Feedback Officers (CFOs) and either 

closed as outside the complaints procedure, or dealt with at Stage 1 of the process and a response issued to the complainant.) 'Breach 

state' shows the number of complaints not dealt with by services within 15 working days. 
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This graph shows, of those which were logged as complaints, whether they were closed as ‘Appeal or Statutory’ or ‘Service 

Request’, or treated as ‘Corporate Complaints’ 

‘Appeal or Statutory’ is used where a formal right of appeal or statutory complaints process exists, and the complaint is therefore 
outside of the Council’s corporate process. 

 

‘Corporate’ is used where the complaint does fall within the remit of the Council’s complaints process. 
 

‘Service’ is used where a customer has made a request for service and their intention was not to make a complaint. 
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This graph shows, of the corporate complaints, what the outcomes were; ‘Upheld’, ‘Not Upheld’ or ‘Partially Upheld’. 
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Finally this graph shows what the complaint type was (whatever the outcome of the complaint). 
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The following graphs concentrate on feedback cases which were compliments or suggestions. 

 

 

 
 

This graph shows all compliments and suggestions recorded on CRM between 1st April and 30th June 2015… 
 

(Figures shown include cases that are still active / open on the system.) 
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…and whether a response was required by the customer. 
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Stage 2 requests during the period 

 
For escalating complaints, Stage 2 provides the opportunity of another Service investigating the complaint by undertaking an independent 
review. However, before a Stage 2 review is agreed, Customer Services assesses the Stage 1 investigation to ensure that all matters raised in 
the original complaint have been comprehensively and accurately addressed, and if not, may refer it back to the Service to ensure this now 
happens. In so doing we aim to determine: 
 

 if the complaint may be resolved by further Stage 1 consideration by the Service, or; 

 if a Stage 2 investigation is appropriate, or; 

 whether the customer would be better served by referring their complaint direct to the Local Government Ombudsman (LGO), for 
example if the Service has fully sought to resolve the issue and a Stage 2 review is unlikely to change the position, such that effectively 
the Council complaints process has been fully exhausted and any further review by the Council would cause unnecessary delay. 

 
 
 

  
Outcome 

Division 
Number received 
during quarter 

Complaint Fully 
Exhausted 

Stage 1 
Incomplete 

Stage 2 
Granted 

Development 
Management (Planning) 

6 5 1 
0 

Property and Facilities 1 0 1 0 

Customer Services 1 1 0 0 

Grand Total 8 6 2 0 
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Feedback from Service Customer Feedback Officers 
 
Customer Feedback Officers were asked to provide the following information: 
 

 Have you identified any trends / recurring themes in the feedback cases you’ve been picking up over the last quarter? 

 Please summarise key examples of customer feedback, and outline any changes your service has implemented (or plans to implement)  
as a result of the feedback you’ve received. Our customers said… and what we did about it… 

 

Service Trends / recurring themes You said… We did… 

Legal & 
Democratic 
Services 

We have received 8 complaints in this 
period all relating to Electoral Services 
(mainly relating to postal 
votes/registration). An election will 
usually result in a number of complaints. 
Only one complaint was upheld where 
inaccurate advice was given and a 
second complaint was partially upheld. 
Both complainants were satisfied with 
the feedback and the complaints closed. 

Where possible the complainants were 
phoned to verbally explain the details of 
their complaint and our response. 
Alternatively e-mail addresses were 
available and used. 
Apologies were given to all 
complainants regardless of whether 
they had been upheld/not upheld as the 
issue was obviously a problem to them 
causing them to contact us in the first 
place. We have noted each complaint 
but we are unable to take action on the 
majority of these as they relate to 
legislative timetable restrictions. The 
two upheld/partially upheld are 
situations that are not likely to reoccur. 
 

All complaints were noted for forward 
planning. 

 
People & Communities Directorate 

Children & 
Young People 

We have noticed that there is an 
increase in the SEN ( Special 
Educational needs) area and are 
monitoring  

N/A 
 

The responses to these complaints 
have been particular to the individual 
involved and the responses to the 
complaints have reflected this.  
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Service Trends / recurring themes You said… We did… 

 
Place Directorate 

Development & 
Regeneration 

There have been no new trends or 
recurring themes in the feedback 
received over the last quarter. 
 

N/A N/A 

Housing 
Services 

There have been no new trends or 
recurring themes in the feedback 
received over the last quarter. 

you have had insufficient support, 
advice and protection ( in regard to 
property letting and Tenancy Deposit 
Protection) 
 

We publish a Landlord’s Manual on 
our website (Advice for Landlords) 
and will be recommending that all 
new Homefinder landlords are told 
about it.  
 

Heritage 
Services & 
Tourism 
 

There have been no new trends or 
recurring themes in the feedback 
received over the last quarter. 

Toilets were ‘dusty and dirty’ 
 

Reviewed procedures for cleaning 

Highways & 
Traffic 

Complaints regarding road works at 
Widcombe Parade/Rossiter Road. 
 

noise and light pollution caused 
disruption during overnight works 

We apologised for inconvenience but 
all residents had been notified of the 
overnight works in advance although 
notification in a number of instances 
may have been distributed via letter 
drop at short notice. 
 
We will endeavour to ensure that 
information is distributed to residents 
with a greater notification period.  
Although in some circumstances this 
may not be feasible due to availability 
of specialist contractors to undertake 
specific specialist works, together 
with some works being weather 
dependant. 
 

http://www.bathnes.gov.uk/services/housing/houses-multiple-occupation/landlord-rights-and-responsibilities
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Service Trends / recurring themes You said… We did… 

Transport 
Development 

Complaints regarding the number of 
road works throughout BANES, not 
being co-ordinated. 
 

N/A We apologised for inconvenience. 
Advised that the Streetworks Team 
do co-ordinate all works on the 
highway. Utilities are required to give 
notice of programmed works, 
although emergency works will be 
undertaken and notice given later.  
Some difficulties reported due to the 
overlap of Highways England works 
impacting on programmed BANES 
works.   
 
We will endeavour to ensure that 
information is readily available on 
Elgin (the roadworks reporting 
website).  Unfortunately, we are 
reliant on utilities and others also 
putting notices in prior to commencing 
works. 
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Service Trends / recurring themes You said… We did… 

Neighbourhood 
Environment 
(Waste 
Services)  
 

Complaints for refuse have been for  
 

 collection crew not clearing up 
mess from split refuse sacks 
 
 
 

 
 
 
 

 piling of sacks in large numbers 
on the highway  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 Gull proof sacks request within 
the city area 
 
 

N/A  
All crews are aware of the Councils 
policy to clear any mess that is 
created as a result of their collection 
methods and equipment is provided 
to furnish these tasks. Supervisor’s 
will monitor their collection techniques 
in the area of complaint made and 
perform spot checks to ensure this 
does not happen again. 
 
The piling of the sacks at locations 
along the highway is practice used by 
our crews so that the sacks can be 
collected quickly in some areas where 
traffic and parked cars congestion 
can be an issue.  Our crews should 
only be stacking this, a street or two 
away from the vehicle collecting.  As 
we have received complaints from 
several residents on Whiteway Road 
a decision has been made to stop this 
practice on Whiteway Road and 
collect from every property kerbside 
on each side of the road this will 
mean the vehicle will collect from one 
side then will return and collect the 
other side of the road 
 
Sacks have now been delivered to 
residents of Marlborough Buildings 
after ongoing problems with mess left 
from gull attacks on black bags. 
Street will be monitored to encourage 
residents make use of the gull sacks. 
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Service Trends / recurring themes You said… We did… 

Neighbourhood 
Environment 
(Recycling)  
 

Recurring trends in complaints around 
our recycling subcontractor, and some 
of the services they provide.  This is 
largely due to resource issues which 
have been identified.  
 

N/A They have been instructed to reverse 
the recorded levels, and we will 
continue to monitor on a weekly and 
monthly basis. 

Neighbourhood 
Environment 
(Cleansing)  
 

Street sweeping complaints inner and 
outer Bath areas mainly after waste 
collection day.  No repeat complaints for 
the same area. 
 

N/A The changes in cleansing routes will 
hopefully allow them to be in a zone 
either on the day of refuse and 
recycling collections or as soon as 
they can get there after collections, 
usually the following day.  Scheduled 
changes to be made in August. 

Parks & Green 
Spaces 

There have been no new trends or 
recurring themes in the feedback 
received over the last quarter. 
 

N/A N/A 

Public 
Protection & 
Health 
Improvement 
Services 

Analysis of the complaints has not 
shown any trends in the last quarter. 
 

One of our contractors behaved poorly 
toward a customer. 
 
 
We were late in responding to a 
customer complaint. 

Once the contractor was identified, 
the contractor wrote to the 
complainant. 
 
This deadline was missed as a result 
of staff absence. Procedures have 
now been introduced to avoid a 
recurrence. 
 



Quarterly Customer Feedback Summary 
1st April – 30th June 2015 

Service Trends / recurring themes You said… We did… 

Transport & 
Parking 

In respect of Public Transport and 
Passenger Transport, there have been 
no new trends or recurring themes in the 
feedback received in this quarter. 
 
 
Parking Services – There have been no 
trends highlighting a specific issue within 
Parking.  The complaints recorded by 
CRM comprise dissatisfaction with 
policy, e.g parking charges, rather than 
any failures in the delivery of the 
service.  Many items logged in CRM 
relate to PCNs which are dealt with 
outside of the corporate complaints 
process and according to legislation. 
 
 

N/A 
 
 
 
 
 
N/A 

N/A 
 
 
 
 
 
Parking is currently recruiting for the 
new post of Service Delivery and 
Compliance Officer.  A key focus for 
this role will be on improving our 
engagement with the customer and in 
ensuring that the issues are resolved 
before complaints arise.  

Development 
Management 
(Planning) 

The main reasons for complaint 
continue to be disagreement with 
planning application decisions, handling 
of planning application, procedures not 
followed and delays in dealing with 
enforcement cases.   
 
There was a small rise in requests for 
complaints to be dealt with at Stage 2 
during this quarter, but all of these cases 
were not upheld.   
 
Compliments continue to rise. 
 
 

Extract from Customer Compliment 
 
I would just like to place on record how 
appreciative we are in relation to the 
professional way your team have 
handled this planning application since 
their involvement with the project. 
 
Please pass on my sincere thanks for a 
job well done. 
 

N/A 
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Service Trends / recurring themes You said… We did… 

 
Resources Directorate 

Business 
Support 
(Finance) 

There have been no new trends or 
recurring themes in the feedback 
received over the last quarter. 
 

N/A N/A 

Customer 
Services 

There have been no new trends or 
recurring themes in the feedback 
received over the last quarter. 

Unhappy with response from Council 
Connect. 
 
Poor attitude of Officer 
 

Officer been spoken to and checked 
that they know the correct procedure. 
 
The matter will be raised with the 
officer and should any behaviour 
and/or training issues come to light 
they will be addressed. 
 

Libraries 

There have been no new trends or 
recurring themes in the feedback 
received over the last quarter. 
 

N/A N/A 

Project 
Delivery, 
Property & 
Facilities 

Mainly disruption because of scheduled 
road-works around Bath, and Keynsham 
around the Civic Centre. 
 

N/A N/A 

Strategy & 
Performance 

There have been no new trends or 
recurring themes in the feedback 
received over the last quarter. 

We received a number of suggestions 
regarding improvement of web pages. 
 
We received a compliment regarding 
webcast coverage of council business. 

All suggestions were referred to 
relevant services for consideration. 

 


