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Report to Scrutiny Panel

	Name of Scrutiny Panel


	Economy & Environment

	Meeting Date


	Briefing Note

	Subject


	Complaints and Compliments received from 1 April 2010 to 30 September 2010

	Wards Affected


	All

	Report of


	Director, Economy & Environment

	Type of Item

(please tick ()
	Review existing policy
	

	
	Development of new policy
	

	
	Performance management (inc. financial)
	(

	
	Briefing (inc. potential areas for scrutiny)
	

	
	Statutory consultation
	

	
	Council request
	

	
	Cabinet request
	

	
	Member request for scrutiny (CCFA)
	


	Why is it coming here?

	This report is to advise members of the complaints and compliments received by Economy & Environment for the period 1 April 2010 to 30 September 2010




	What are the key points?

	It is important that members are aware of both the complaints and compliments that have been made about the work of the Economy & Environment Directorate.  This helps members to determine whether there are areas where complaints are made on which they would like more in depth scrutiny.




	Possible courses of action

	Members are asked to consider and acknowledge the lessons learnt from investigating the complaints and the changes made to improve service.




	Contact Officer

	Patricia Smith, Business Support and Customer Services Manager



	Should this report be exempt?

	No


Briefing Note to Scrutiny Panel

1. Background

1.1
The Economy & Environment Scrutiny Panel receives Directorate complaints and compliments on a six monthly basis.

The statistics for these reports are extracted and collated from the corporate Feedback System and Directorate records

Actions are in place to facilitate compliance with these procedures and include computerised reminders, generated by the Feedback System, which are e-mailed to both the Investigating Officer and the Directorate Designated Complaints Officer.  To ensure a speedy response to the Ombudsman the Director is alerted by the Council’s Customer Services Officer.

2. Main issues for Scrutiny
2.1 
During the period 1 April 2010 to 30 September 2010 there was still a relatively high level of informal complaints regarding Waste Collection and Recycling, the detail of this is set out in 2.3 of this report.  
Other than ‘service specific’ complaints there were 34 complaints referred to Heads of Service, of these 20 were found to be not justified, 7 were partly justified and 5 were justified.  2 have been carried forward and the outcomes will be included in the next report covering the period 1 October 2010 to 31 March 2011.  9 complaints were referred to the Chief Executive of which 4 were found to be not justified, 1 was part justified, 2 were justified and 2 have been carried forward. None had to be referred to the Ombudsman, however Ombudsman’s decisions were made on 4 complaints, 2 were closed at the Ombudsman’s discretion, 1 had no evidence found of maladministration and 1 Environmental Health complaint had a local settlement paid of £50.
Justified at Tier 2


(HoS)


5
Justified at Tier 3


(CE)


2
Justified at Tier 4


(Ombudsman)
1
Partly Justified at Tier 2

(HoS)


7

Partly Justified at Tier 3

(CE)


1
Partly Justified at Tier 4

(Ombudsman)
0

2.2
The 5 justified complaints dealt with by the respective Heads of Service are as detailed below:

Highways and Engineering (2)
Speed activation signs erected at Cain Lane/Church Lane Southowram without consultation 

Length of time taken to deal with a disabled parking space

Planning (3)

Little or no enforcement action being taken in respect of emails to the Council

Lack of response regarding enquiry about a possible unauthorised development

Lack of response to a breach of planning conditions

The 7 partly justified complaints dealt with by the respective Heads of Service are as detailed below:

Highways and Engineering (1)

Complaint regarding a response being sent to the complainant’s employer

Planning (6)

Parking issues for taxi office
Lorries travelling from Swalesmoor Road

Enforcement of planning conditions

No action taken regarding change to approved plans (window) – moved to Tier 3
The way Planning and Enforcement have dealt with continued complaints regarding non-compliance with conditions attached to a planning permission

Alleged non-compliance with planning permission

The 1 justified complaint dealt with by the Chief Executive was within the Planning Service regarding little progress being made regarding enforcement action.
2.3   Waste management and recycling issues:

Of the 31 informal complaints received by Housing Environment, 25 were in relation to Waste Management, 11 were found to be not justified, 11 were partly justified and 3 were justified.
The 3 justified complaints were in relation to:

Not receiving recycling boxes back

Dangerous location that the wheelie bin is deposited after being emptied
The way the complainant has been dealt with regarding recycling and verbal abuse

The 11 partly justified complaints mainly relate to the non-collection of recycling, lack of additional bin bags being provided, inappropriate comments/ verbal abuse and wheelie bins not being returned to their original location.
It is, however, good to note that during this reporting period, there has been 6 compliments regarding this service which includes reference to the recycling sites and the conduct of the SITA employees.

2.4
Compliments
Officers throughout the Directorate are encouraged to record compliments received wherever appropriate.  Some are passed through to the Chief Executive’s office for display on a visitor notice-board.

The number of compliments received in this period was 87.

Compliments were received by service area as shown below:

Highways and Engineering


45

Housing and Environment


26

Planning




11

Regeneration



  7

These include:
Highways and Engineering

· Thank you for giving us the pedestrian barrier and footpath along Long Wall/West Vale.  It looks really good and makes journeys a lot safer.

· I would like to congratulate you on the magnificent repairs to the dry stone walls at the side of the road heading towards Shelf, the finished results to both wall and verges are a credit to your staff and their skills

· All Parking Services staff involved in the Armed Forces Day 

Housing and Environment

· I would like to say thank you gain to you for your help.  I am glad that there are some places in England like Housing Advice Centre, where people can get help and support

· How much better the waste disposal and recycling of household waste is with the weekly collections and the organisation of the waste disposal sites – especially Brighouse.  The operators at the Brighouse site are keen to help and are cheerful and polite in all weathers

· Very happy with the way in which the Drainage officer dealt with the problem.  It was sorted quickly and efficiently

· Was very impressed with the Dog Warden service after complaint regarding dog fouling, the culprit has been caught and fined accordingly

Planning

· Thanks – I picked up my bike yesterday.  It was only last Monday I went into Blazing Saddles to start the ball rolling so you have done amazingly well

· Thanks expressed for helpful and professional manner in dealing with planning application enquiry

Regeneration

· Thanks to Elaine Wynne and her team – super job done and handled the job perfectly.  A credit to the Council

· Thanks for your help in achieving ATCM Action award at the World Congress of Town Centre Management.
2.5
Financial/Corporate implications

The Directorate takes the timely investigation of complaints and learning from outcomes very seriously.  In cases where complaints have been either partially or completely upheld, we seek to ensure that action is taken to both apologise and compensate as appropriate and learn from these mistakes.
3. Consultation
3.1 
Internal consultation only
4. Further action and timescales
4.1 
Investigating complaints is an important part of the Directorate’s performance monitoring and can help to ensure that high quality services for the residents of Calderdale are delivered and any weaknesses identified
4.2
Staff members from all areas of the Directorate continue to participate in the Institute of Customer Services awards programme as practitioners, coaches or assessors.
5. Options appraisal

5.1 
Not applicable
6. Conclusions

6.1 
It is important that Members are aware of both the complaints and compliments that have been made about the work of the Economy and Environment Directorate.  This will help Members to determine whether there are any areas where complaints are made on which they would like more in depth scrutiny.
7. Appendices

None
8. Background documents

Feedback database
Directorate records
9. Documents available for inspection at

Business Support and Customer Services

3rd Floor Westgate House, Halifax, HX1 1PS










