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CORPORATE LEADERSHIP TEAM

ANNUAL REPORT – COMMENTS, COMPLIMENTS AND COMPLAINTS 2018/19

Report author – Marissa Joyce, Customer Relations Officer

 Executive Summary

A summary of the feedback received, resolved and recorded on Pentana Management System by the 
Customer Relations Officer in 2018/19.  This feedback does not include comments, compliments or 
complaints received and dealt with within departments and recorded on other systems. 

CLT and Managers were kept informed and advised of the detail and outcome of each complaint 
therefore this is a summary report for information, although further details of individual complaints can 
be obtained on request to Marissa Joyce, the council’s Customer Relations Officer.  Managers also have 
the facility to generate ad-hoc reports for their own departments/teams from Pentana.   

 Introduction

The Council investigated a total of 374 formal complaints in 2018/19.

97% of these were resolved at Stage 1 by the Customer Relations Officer, 3% investigated at Stage 2 by 
the Service Manager and 1% at the final Stage 3 by the Chief Executive/ Director.

90% of the total number of complaints were closed within timescale. 

Less than 1% (3) of the total number of complaints resulted in a further complaint to the Local 
Government Ombudsman.  Unfortunately we were unable to resolve them to the complainant’s 
satisfaction through the council’s formal complaints process. 1 related to Legal, 1 to Planning and 1 to 
Revenues.  All were responded to within timescale, no maladministration nor injustice was found and 
they were closed after initial enquiries.  The Ombudsman also received a further 2 complaints but as 1 
complaint was from a Councillor and the other from an employee, they were therefore out of the 
Ombudsman’s jurisdiction and again closed without investigation.  

The Council also received 46 compliments about our staff and services in 2018/19, which are also 
summarised below.
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Summary of complaints by Department

Benefits – received 7 complaints relating to delays in processing benefit applications, apologies were given, 
explained the delays were due to workload and the cases subsequently assessed.  1 data breach was also logged 
but resulted in no further action. 

Bereavement – received 9 complaints, 3 alleging poor standard of grass cutting in cemeteries mainly because 
we don’t pick the cut grass up, 3 relating to alleged damage while grass cutting and 2 regarding the placement of 
memorials, all of which were issues included in the department review and public meetings to discuss 
Cemeteries and Crematorium.  There was also 1 complaint because unfortunately a visual tribute did not play 
during a cremation which also led to a review and lessons learnt.  

Communications – 1 complaint about the poor availability of our the Budget consultation on our website, it was 
in fact on the front page of our website, given to the media via press release, given to partners, copies in 
libraries and in our own offices.

Customer Services – received 9 complaints.  4 about the time taken to get through on the telephone, apologies 
given, found to be due to volume of calls and staff shortages. 3 alleging poor customer service and 2 about not 
be able to put callers through to other officers in the back offices, apologies were given with an explanation that 
officers are sometimes working out of the office and messages will be left for them to return a call as soon as 
possible. 

Democratic Services – 2 complaints both relating to Code of Conduct complaints, apologies given for the delay 
and subsequently processed. 

Enforcement – received 20 complaints. 7 complaining about lack of action re fly tipping, barking dogs and dog 
muck, 5 about private property conditions affecting neighbours,  2 about officers poor customer service and 3 
about abandoned cars.   All investigated and responded to.  3 complaints related to parking, that a parking 
machine issued the wrong ticket, that we don’t give permit holders refunds for the free parking over the 
Christmas period and that the payment machines are difficult to use. 

Environmental Health -   received 24 complaints the majority of which were really requests for the service 
which complainants thought the Council should have been aware of and already acting upon.  For example, 15 
were about nuisances related to a new build development, investigated and referred to the HSE, although these 
complaints were anonymous so we were unable to advise the complainant/s of this.  3 complaints were about 
noise, smoke and seagull nuisance in town centre and 4 related to drainage/flooding two of which were 
unaware of so logged and investigated.  2 related to repeated concerns about slurry on a coastal path. 

Finance – received 2 complaints, both about the delay in responding to correspondence. I related to the delay in 
dealing with an insurance claim due to staff resources and the other regarding a delay in refunding money 
wrongly paid to the council in error. 
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Freedom of information – 3 complaints, 1 about the Council’s refusal to give details of severance payments 
under £100,000, 1 about the refusal to give details of costs to refurbish the Market hall and 1 regarding the 
refusal to give a copy of an internal audit report.  All decisions not to disclose were upheld on review. 

Housing Options – received 3 complaints, 1 alleging a data sharing breach which we refuted, 1 from a landlord 
about the administration of a tenancy via homelessness which resulted in her being allowed to keep the rent 
deposit and 1 complaint about a landlord and property condition which was investigated and resolved.

I.T. – received 5 complaints, 4 stating they found our website very difficult to use, apologies given and advised 
that the website is currently under review.   1 complaint that we won’t give information relating to the changes 
we made to strengthen our systems following the cyber –attack, explained it’s to protect us from further 
attacks. 

Land Charges – 1 complaint about a delay in processing a land search, apology given and explained it was due to 
staff resource. 

Legal – 3 complaints, 1 relating to a delay in the sale of a piece of land, the complainant was advised we were 
awaiting information from their Solicitor.  1 relating to the tender process, no case found to answer and 1 
relating to Section 215 Notices served, which we subsequently withdrew.  The last complaint progressed to the 
Local Government Ombudsman.

Licensing – received 8 complaints, 5 relating to delays in licensing applications for which apologies were given 
and explained due to staff illness/resource.  2 complaints related to poor conduct/actions of taxi drivers and 1 
related to a delay in returning contact by the complainant, apologies given.   

Parks and Open Spaces – received 11 complaints.  6 about perceived lack of/requesting grass cutting and weed 
spraying, so we explained what is and isn’t CBC responsibility and carried out the required works. 1 complaint 
about the delay in removing graffiti, 2 about delays in replacing  street sign/lights, 1 about the delay in carrying 
out work to remove a tree and 1 about faulty equipment on a play park, which we referred to the Parish Council. 

Planning – received 10 complaints, 7 of which were related to perceived delays in Planning Enforcement, all 
found no case to answer and we explained it can be a lengthy process.  The other 3 related to administration of 
Planning applications, 1 of which related to a development which took place 15 years ago, 1 regarding a slight 
delay in receiving a consultation letter for which an apology was given and assurance that it didn’t affect the 
outcome of the application and 1 regarding a proposed new development which also wasn’t given permission by 
the Planning Panel.  The last complaint progressed to the Local Government Ombudsman. 

Revenues – received 23 complaints, 18 of which related to the administration of Council Tax accounts some of 
which resulted in recovery action, apologies given for delays and in some cases costs removed.  3 complaints 
about poor customer service, for which apologies were given.  1 complaint that a Sundry debt invoice was issued 
in error, again apologies given and 1 alleging the Council has no authority to charge residents Council Tax, which 
was dismissed.  One complaint about the administration of the Council Tax account progressed to the Local 
Government Ombudsman. 
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Waste Services – received 220 complaints, 107 of which related to repeatedly missed/delayed collections for 
reasons including access and staffing issues, resulting in a review of rounds currently being undertaken in 
2019/20. 32 complaints relating to recycling collections including recyclables left on the roads after collections 
and not returning bags to point of collection.  

49 complaints relating to black and brown bin collections including not taking excess waste bags when 
collections missed, issuing the wrong waste calendar, cancelled bulky collections, policy not to return for missed 
brown bins or recycling, officers poor customer service/attitude, not returning bins to point of collection and 
changing collection days/times.  Apologies were given where due and some internal actions taken. 

23 complaints related to delays in providing new or replacement bins, due to staff resources currently being 
addressed in 2019/20.  

7 complaints related to perceived lack of street cleaning around the Borough, 1 repeated complaint about the 
council vehicles driving on pavements and 1 complaint about the lack of stalls on Whitehaven Market, advised 
the market is currently under review. 

Miscellaneous complaints 

The council also occasionally receives complaints for other bodies, which we either return to sender or with the 
complainants permission forward them to the correct body for their attention and direct response.   In 2018/19 
we recorded the following - 

Copeland Homes – received 5 complaints regarding repairs. 

Cumbria County Council – received 7 complaints relating to traffic lights and street lights not working, the 
removal of Millom pool, parking issues around West Cumberland Hospital and a fall over a raised kerbstone.  

Greenwich Leisure Limited – 1 complaint about the upkeep of the Hensingham Sports and Swimming car park in 
icy weather. 
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Summary of 46 compliments received

Benefits - 2 compliments to staff for all their help.

Bereavement - 4 compliments of thanks for holding the Christmas Bereavement service. 

Customer Service – 4 compliments to staff for being so helpful

Environmental Health  - 1 compliment in thanks for help setting a new business up

Housing Options – 4 compliments for help and advice given

Licensing – 1 compliment for quick turnaround of a licence application

Parks – 20 compliments from residents, visitors and Parish Council for the high standard of work carried out in towns, 
cemeteries, playing fields and churchyards throughout the Borough.

Revenues – 2 compliments to staff for their assistance and good customer care. 

Waste Services – 8 compliments to the refuse crews for a job well done, cleansing for the clean up after the 
Christmas lights switch on and for quick response to fly tip reports. 

 Conclusion

The number of complaints received does not in itself indicate the quality of a council’s performance.  Therefore 
this information should be used to start a conversation rather than a measure of corporate health.  The council 
should continue to learn from complaints and encourage feedback from residents and visitors to inform future 
service planning and delivery.   Procedures and services have been reviewed as a direct result of complaints 
received in 2018/19.  We should also be open to receiving feedback, both positive and negative and continue to 
resolve as many complaints as quickly as possible to the customers’ satisfaction at Stage 1 of the council’s 
complaints procedure.    


