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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 3 2014/15 (October – December 2014)   
 

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
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The information shown above is then broken down into Divisions. 
 

 

 

 

This graph 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 29,831 telephone, email and social media contacts 

 
Complaints represents 2.8% of those contacts. 

Total number of service requests over same period 6,856 
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So far the graphs have shown Feedback as a whole (Complaints, Compliments and Suggestions). The following focus on all Complaints, 

defined as complaints by customers. 

 

 

This graph shows the total number of complaints, compliments and suggestions that have been recorded on CRM between 1st 
October 2014 and 31st December 2014 for each division. 

 
(Figures shown include cases that are still active / open on the system.) 
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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). 

 

 



Quarterly Customer Feedback Summary 
1st October – 31st December 2014 

 

 

 

The following graphs concentrate on feedback cases which were compliments or suggestions. 

 

 
This graph shows all compliments and suggestions recorded on CRM between 1st October and 31st December 2014… 

 
(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 

Planning 6 6   

 Highways 3 1 1 1 

Adult Care 1   1 

 Parking 1 1   

 Neighbourhoods 1 1   

 Grand Total 12 9 2 1 
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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… 

Transport 
Development 

   

Parking 
 
 

  

Strategy & 
Performance 

No feedback this quarter 
 

. 
 

 

Public 
Protection & 
Health 
Improvement 
Services 

No trends or recurring themes. 
 

1 x Complaint about noisy gulls 
 

Updated the complainant on the Gull 
Scrutiny Day and the outcome of that. 
Not sure why we did not respond 
within the 15 working day period. 
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Service Trends / recurring themes You said… We did… 

2 x Complaint about our Pest Control 
Service 
 

1 complaint about a wasp nest that 
we had treated but the treatment did 
not work so we attended and treated 
again. 
 
I complaint relating to a call asking for 
a Pest Control visit. The complainant 
was not happy that we could not visit 
on the day of his call.  Unfortunately 
our Pest Control service was fully 
booked on the day. 
 

1 x Noise Complaint re machinery noise 
coming from the RUH. 
 

The complainant actually met with 
representatives from the RUH.  They 
established where the noise was 
coming from and they agreed to try 
and rectify the problem.  We told the 
complainant that if the noise issue 
reoccurs in the future, he should 
contact us again so that we can 
arrange to have noise monitoring 
equipment installed in his home but 
he has refused in the past. 
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Service Trends / recurring themes You said… We did… 

1 x Complaint about our Taxi MOT 
service 
 

This complaint came in via one of our 
Councillors (on behalf of one his 
constituents).  The complaint was 
around the MOT service we provide 
for taxis.  The investigating officer 
tried on numerous occasions to 
contact the complainant but he failed 
to return his calls and this is the 
reason that we did not respond within 
the 15 working day period – not for a 
lack of trying on our part. 
 

Planning 

 
The main reasons for complaint are: 
disagreement with procedures, 
handling of planning 
application/procedures not followed and 
delays in dealing with cases. Although 
the number of complaints received has 
dropped during this quarter there has 
been a rise in the number of cases that 
have been partially upheld or upheld.   
 
There has however been an increase in 
the number of compliments received by 
the Service during this quarter. 
 
Example of a compliment received: 
Thank you so much for your help you have no 
idea how grateful I am that you took the time 
and trouble to investigate the situation 
regarding the Yew tree that was mapped as if it 
were on our land. In addition, your email to me 
was a God send and I was able to share it with 
the buyers solicitor and calm the waters. 
 

 
Contributor comments were not 
updated to website in a timely manner 
 

We have made some changes 
recently to partially automate the way 
contributor comments come in which 
should reduce the risk of this 
happening. And all contributor 
comments, whether published on the 
web or not, are still available to the 
planning officer who will take them 
into consideration as per the usual 
process.  Finally we are changing the 
confirmation wording that appears 
when someone enters a contribution 
via the website to state “Thank you, 
your comment has been sent to the 
case officer.  We aim to publish 
comments within 48 hours, if this has 
not happened, please call 01225 
394174” This way we hope that 
members of the public can help us 
identify issues early. 
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Service Trends / recurring themes You said… We did… 

Neighbourhood 
Environment 
Services 

   

Project 
Delivery, 
Property & 
Facilities 

 
 

  

Libraries 

Concerns relating to dissatisfaction at 
our provision at Keynsham One Stop 
Shop/Library. 
 
 
 
 
 
Mobile library delivery shortcomings 
 

Concern about mobile library provision 
 

 
Attempted to obtain driver absence 
cover-and explained timetable 
issues/provided delivery of reserved 
items to individuals 
 

Stock concerns, equipment failings, 
 

Explained issues around the service 
provision at Keynsham 
 
 

Problems with using Libraries west 
website 
 

We answered specific issues and 
sought support of Somerset IT 
managers to respond to our readers 

Legal & 
Democratic 
Services 

No trends as only the one complaint in 
this period 
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Service Trends / recurring themes You said… We did… 

Housing 

No trends identified. Two complaints for 
the quarter of which one was about 
dissatisfaction with level of service and 
the other was about disagreeing with 
policy or procedure. Both complaints 
were resolved to the satisfaction of the 
complainant. 

  

Highways 
Maintenance 

 
 

 
 

 
 

Heritage 
Services & 
Tourism 

No trends/recurring themes 
 
 
 

Complaint relating to Discovery Card 
being confiscated and not re-issued as 
the card holder did not adhere to the 
rules 
 

 

Economic 
Development & 
Regeneration 

No feedback this quarter 
 
 
 

  

Customer 
Services 

No trends identified 
 

You overheard matters of a confidential 
nature in the Keynsham One Stop 
Shop. 
 

Issued a ‘privacy policy’ - that we 
have in the library service - to our 
One Stop Shops and reminded staff 
to let customers know/or take a 
decision that at times it is best to 
move to a private area so that 
conversations are not overheard. 
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Service Trends / recurring themes You said… We did… 

 
Children’s 
Services 

 
The recurring themes of our complaints 
were surrounding the Children’s Centre 
Staff and how they carried out certain 
duties.  
 

“That we didn’t keep your personal 
information confidential when we should 
have done” 
 
 
 
 
“that the Rhyme time session at the 
centre was not carried out well and was 
not centred around the children doing 
Rhymes like another centres session” 
 
 

We have agreed that all 
correspondence regarding the 
children in the centre is kept in sealed 
envelopes so it cannot be seen by 
everyone in the centre 
 
 
The name of the session is being 
changed to better reflect its content. 

Business 
Support 
(Finance) 

The theme of the quarter was 
unreconciled payment of debts, where 
the debtor had paid but their account 
was not reconciled correctly (the debtor 
had multiple accounts).  Also Freedom 
of Information request (Information 
Governance Team, not responded to 
within time frame) 
 
 

Paid invoice not reconciled to correct 
debtor account.  (Debtor had multiple 
accounts) 
 
 
Freedom of information requests.  The 
Information Governance Team 
requested that such requests are not 
recorded on the CRM as they have their 
own system that sits outside the 
complaints system 
 
 

Check information for this particular 
debtor correlates to actual debtor 
account. 
 
 
Request sent by Information 
governance Team to ensure FOI 
requests are directed to them in the 
first instance 

Public 
Transport 

 No trends identified   

 


