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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 4 2017/18 (January – March 2018)   
 

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 or 
on the Council’s website  
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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 alone handled 49,111 telephone, email and social media contacts 

 
Complaints represents 2.51% of those contacts. 
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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' (in red) 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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↓↓↓↓ 

 

 
 
 

This graph shows what the complaint type was (whatever the outcome of the complaint). 
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The following two graphs relate to Upheld complaints only 

 
 

This graph shows the number of complaints upheld during the last quarter. 'Breach state' (in red) shows the number of complaints not 

dealt with by services within 15 working days. 
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This graph shows the types of complaint which were upheld during the last quarter. 

 

 

 



Quarterly Customer Feedback Summary 
1st January – 31st March 2018 

10 
 

 

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

 

 
 

This graph shows all compliments and suggestions recorded on CRM during this quarter…. 
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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 still reasonably 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 and reasonably 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 

Customer Services 3 2 1 0 

Development Management 
(Planning) 

7 7 0 0 

Housing 1 1 0 0 

Childrens Services 1 1 0 0 

Public Transport 1 1 0 0 

Highways Maintenance 2 1 1 0 

Cleansing (Waste Services) 1 1 0 0 

Grand Total 16 14 2 0 
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Feedback from Service Customer Feedback Officers 
 
Customer Feedback Officers are 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 

No trend or theme could be identified 

from the piece of feedback received 

during the last quarter. 

 

 

 

 

 

  

 
People & Communities Directorate 

Children & 
Young People 

The complaints received have been 
particular to the individuals involved and 
the responses to the complaints have 
reflected this. 
 
 

  

Adult Social 
Care 

No feedback received during this 
quarter via the corporate process. 
 
 
 

  



Quarterly Customer Feedback Summary 
1st January – 31st March 2018 

14 
 

Service Trends / recurring themes You said… We did… 

 
Place Directorate 

Development & 
Regeneration 

No feedback was received during this 
quarter via the corporate process. 

  

Housing 
Services 

   

Heritage 
Services & 
Tourism 
 

One piece of customer feedback was 

received during the last quarter. 

Customer complained that there was no 
bar at the Carols by Candlelight event 
and that coat rails were not provided 

We informed the customer that the 
organisers had decided not to have a 
bar this year, that the decision was 
taken not to provide coat rails as it 
caused congestion and noise at the 
end of the event which impacted on 
other events taking place. 
 

Highways & 
Traffic 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

This quarter we have seen a large 
amount of negative feedback. This has 
been mainly due to the extreme weather 
conditions we have experienced over 
the past few months. Cold temperatures 
and heavy snowfall have brought our 
gritting lorries onto the roads regularly 
and in turn, this has had a negative 
impact on our road surfaces. 
 
We have seen several complaints 
regarding grit hitting car windscreens.  
We assured customers that the 
materials and equipment utilised to grit 
roads are subject to regular servicing 
and calibration and the fleet currently 

Several complaints received regarding 
grit/salt hitting car windscreens and 
causing damage to cars. 
 
 
 
 
 
 
 
 
 
 
 
 
 

We understand the inconvenience 
gritting vehicles may have caused 
but we have explained to 
complainants the Council’s duty to 
provide winter maintenance. In cases 
where damage has been claimed, 
we have provided details of the 
insurance claim process. Given that 
our fleet of winter maintenance 
vehicles were already calibrated and 
set to be low spreading, there isn’t 
much else we feel we were able to 
do as a service. 
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Service Trends / recurring themes You said… We did… 

 
 
 
 
 
 
 

utilised are fitted with low throw 
spreaders. We have, where appropriate, 
informed complainants of the claim 
process but our key point in responding 
has been to explain to them that the 
Council has a duty to deliver a winter 
service including precautionary salting 
of the network. 
 
A large use of salt on the roads and 
constant wet conditions means that we 
have seen several complaints about 
road surfaces and drainage issues. We 
have assured customers that we are 
prioritising those roads most affected 
and our Highway Inspectors are 
responding immediately to reports of 
potholes and uneven road surfaces that 
may pose a safety risk. 

Road surfaces are uneven/potholes 
forming on many roads. Work being 
done on the road surfaces not being 
completed quick enough. 

We have reassured members of the 
public that we are responding to 
reports of poor road surfaces and 
due to the high demand; we have to 
prioritise reports of those roads that 
may pose a safety risk. Our Highway 
inspectors are constantly evaluating 
and making immediate temporary 
repairs to the road where needed. 

Neighbourhood 
Environment 
(Waste 
Services)  
 

   

Neighbourhood 
Environment 
(Recycling)  
 

   

Neighbourhood 
Environment 
(Cleansing)  
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Service Trends / recurring themes You said… We did… 

Parks & Green 
Spaces 

Customers have been reporting areas of 
uncut grass across the district.  
 
The fair in Royal Victoria Park over 
Easter generated a number of 
complaints due to the noise. Also, due 
to the wet weather, the grass was badly 
damaged, especially when the fair was 
moving out.  
 
The parks department have reviewed 
their grass cutting schedules this year, 
resulting in an increase in negative 
feedback, which we have had to 
manage carefully. 
 
Leaves from the parks have been left at 
Pennyquick green space over winter, 
which has generated negative feedback, 
as an eyesore and because they have 
attracted flies. 
 

Reflecting the reduced budgets/staffing 
available, areas of grass that have 
previously been cut are no longer being 
maintained by the parks department. 
This has resulted in negative feedback 
from some people.   
 
 
 
 
 
 
 
 
 
 
We have had a positive response to the 
opening of the nursery for plant sales. 

There are plans to considerably 
improve the information provided on 
the website regarding areas of grass 
that the council are responsible for 
maintaining, to increase 
transparency for customers. 
 
 
 
 
 
 
 
 
 
 
Following the positive response to 
the plant sales in RVP, we have 
opened up a stand in Jolly’s 
department store in town to sell 
plants in. 

Public 
Protection & 
Health 
Improvement 
Services 

No trend or theme could be identified 
from the 2 pieces of feedback received 
during the last quarter.  

  

Transport & 
Parking 

In Parking Services most feedback 
relates to individual issues or concerns. 
Feedback often relates to the issue of 
penalty charge notices which is replied 
to in accordance with the Parking 
statutory process rather than the 

You raised concern regarding the 
presence of homeless people at 
Manvers Street car park.   
 
 
 

We explained we recognise 
concerns about environment issues 
at the location and that our cleansing 
team are making regular daily visits 
to address this. 
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Service Trends / recurring themes You said… We did… 

Feedback and Complaint policy. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Passenger Transport Service comment 
– The level of feedback about 
Passenger Services is very low 
 
 
 
 

 
 
 
 
 
 
You were frustrated about the 
information you were provided 
concerning how to reapply for your Blue 
Badge 
 
 
 
 
 
We continue to receive positive 
feedback about the level of customer 
service we provide. 
 
 
 
 
 
There was no specific customer 
feedback this quarter. Most feedback 
received is positive, with the service 
viewed as helping people access 
services and facilities 

We are also working with partners 
such as local advice and support 
agencies and the Police as part of a 
multi-agency approach to address a 
complex social issue 
 
We clarified this for you and will be 
reviewing our Blue Badge application 
form to see how we can improve the 
information we provide. We will add 
information about our One Stops 
shops so this information is clear as 
one of the ways you can return your 
form.  
 
We are pleased to receive positive 
feedback and always pass this on to 
our colleagues 
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Service Trends / recurring themes You said… We did… 

Public 
Transport 

In Public Transport, most feedback 
relates to individual issues or concerns. 
We also receive feedback for services 
provided and managed by commercial 
bus operators and liaise with them as 
appropriate. 
 

You raised concern about a proposal 
relating to the evening 6A bus service   

We let you know that we will be 

considering your feedback as part of 

the public consultation taking place. 

Development  
Management 
(Planning) 

The main reason for complaint, this 
quarter, continues to be disagreement 
with planning application decisions and 
officer handling of planning applications.  
There were seven stage 2 requests 
received but none warranted further 
investigation. There were 10 
compliments recorded. 

At a late stage during the planning 
application process the lack of a 
Sequential Test was identified by the 
authorising officer.   
 
 
 
 
 
 
 
An example of a compliment received 
from a happy building control customer 
“Your very prompt response and 
efficiency is really appreciated. My 
husband and I have done a few 
residential building projects in and 
outside of the BANES area over the 
years. Just for the record BANES 
Building Control is without doubt the 
most efficient, responsive clear 
speaking and professionally run 
department we have dealt with by a 
country mile” 

It has been accepted that there was 
a shortcoming identified i.e. the 
failure to raise the sequential test 
until the end of the process. We 
identified a way forward that would 
enable an application to be made as 
a free go and have confirmed the 
intention to provide further training to 
officers where required and will work 
proactively to bring forward an early 
decision. 
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Resources Directorate 

Service Trends / recurring themes You said… We did… 

Business 
Support 
(Finance) 

The theme identified from the feedback 
received during the last quarter was 
from customers requesting clarification 
regarding Council Tax bills for 2018/19 
 

Complaint regarding confusion over 
payment of invoice. 
 
 
 
 
 
 
Several emails requesting clarification 
regarding Council Tax bills for 2018/19 

Apparently complainant had been 
using wrong link to pay invoice hence 
reference used wasn’t valid.  Income 
Team advised further on this and 
follow-up email will be sent. 
 
 
 
Responses were sent to customers 
detailing calculation of Council tax for 
2018/19 after receipt of their 
enquiries. 

Customer 
Services 

Number of complaints about Council 
Connect. This coincided with the 
changes to waste collection and meant 
the team was very busy for a period.  
 
A number of complaints were received 
about Council Tax 
collection/enforcement. 
 

Waiting for the phone to be answered 
at Council Connect  
 
Attitude of staff  
 
 
Lack of privacy at Bath One Stop Shop. 
 

Explained effect of waste changes at 
end of last year.  
 
Ensured staff training. 
 
 
Looking at the procedure when 
dealing with privacy issues and taking 
steps to amend as needed. 

Service Trends / recurring themes You said… We did… 

Business 
Continuity & 
Emergency 
Planning 

No feedback was received during this 
quarter via the corporate process. 

  

Libraries    
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Project 
Delivery, 
Property & 
Facilities 

No feedback was received during this 
quarter via the corporate process. 

  

Service Trends / recurring themes You said… We did… 

Strategy & 
Performance 

One complaint was received during the 
last quarter and no trend or theme was 
identified.  
 

The complainant was trying to respond 
to an online consultation and 
considered the navigation of the 
website was not easy. 
 
 
 

We informed the complainant that the 
Council is planning on redeveloping its 
website in the coming months, and we 
plan on giving members of the public 
the opportunity to have their input 
through various participation 
opportunities.  

 


