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1.0 EXECUTIVE SUMMARY 

1.1 This is the annual update on the Council’s performance in dealing with customer 
feedback.  It provides analysis of contacts received over the period 1 April 2011 to 31 
March 2012, highlights issues and describes some of the challenges faced in ensuring 
all feedback is recorded and responded to consistently.  A scrutiny of corporate 
complaint trends over the period 1 April 2007 – 31 March 2012 is offered for review.  

2.0 BACKGROUND AND KEY ISSUES 

2.1 Aligning with the corporate plan aim of being responsive, open and transparent, 
delivering first class services which are affordable, sustainable and meet the needs of 
local people, the focus for customer feedback is to ‘put things right and learn from it’ 
This recognises that complaints specifically should not be dealt with in isolation and, 
instead, should be used to inform future improved service delivery. 

2.2. Customer feedback includes the following types of contact (volume received and 
percentage of total customer feedback in 2011/12): 

 



 

2.3 Feedback is reported quarterly via the corporate performance report, and is primarily 
recorded through the council’s Customer Relationship Management (CRM) system. A 
separate application (Respond) used to support the distinct statutory complaint 
process. 

2.4  Each department has a designated coordinator to record; assign; progress chase and 
update contacts with resolution details.  Coordinators meet regularly to raise issues, 
share best practice and communicate departmental changes.  Where feedback is 
received outside of the generic customer access channels (one stop shops; libraries; 
call centre; generic email and web), the effectiveness of these coordinators is 
dependent on clear and consistent communication within departments. 

2.5  To support best practice and promote a consistent approach on how customer 
feedback is dealt with across the council, the Customer Care Standards were created 
and promoted corporately.  These guidelines focus on commitments made to ensure 
the expected standards of customer service are met across the council.  They allow 
customers clearly to identify the minimum level of service expected and measure how 
their contact experience compares.  Intranet guidance supports this and stresses 
customer service is a responsibility for all staff members, not just staff dealing directly 
with customers. 

2.6 The Council’s approach to customer feedback has seen a marked improvement since 
the corporate process was implemented and the customer care guidelines adopted.  
Departments recognise a standard definition of ‘what is a complaint’ and commit to a 
standard process for dealing with customer feedback contacts.  Comparison between 
service areas and departments can be undertaken, providing vital information on the 
issues customers are contacting the council about and identifying best practice.  The 
challenge is to maintain this consistency and drive service improvements. 

  PERFORMANCE 2011/12 

2.7 Corporate customer feedback volumes 

2.7.1. There were a total of 6,049 customer feedback contacts recorded in 2011/12, which 
an overall 7% decrease from 2010/11 (6,485).  

2.7.2. This overall figure included 14% fewer corporate complaints. The lack of adverse 
weather conditions affecting services over the winter months, as seen in previous 
years, was a key factor for Technical Services, as shown by a recorded 31% annual 
reduction in their complaints.  Similarly, statutory complaints showed a comparative 
reduction of 28%.  Recorded councillor and MP contacts also displayed an annual 
reduction (5%), along with Local Government Ombudsman (LGO) contacts (9.5%).  

2.8. Corporate customer feedback response rates 

2.8.1 There was an increase in the average response rate for complaints with 15 working 
days taken to respond to all complaints in 2011/12 compared to 14 working days in 
2010/11.  Corporate complaints, which are measured against a target of responding 
within 15 working days, recorded an average of 10 working days, maintaining 



 

performance from 2010/11.  As a proportion of the total corporate complaints 
received, 9% of complainants expressed dissatisfaction with stage 1 resolution and 
raised either a stage 2 or stage 3 complaint.  Statutory complaints (DASS and CYPD 
Children’s Social Care) recorded an average of 34.5 working days to respond, 
compared to 24 working days in 2010/11. 

2.8.2 Responses to recorded councillor/MP enquiries took on average 7 working days in 
2011/12 compared to 6 working days in 2010/11.  This is still within the corporate 
target of 10 working days. 

2.8.3 LGO contacts took slightly longer to respond to in 2011/12 with an average of 16 
calendar days taken compared to 14 calendar days in 2010/11.  This compares to the 
standard response target of 28 calendar days.  

2.8.4 The LGO has provided a provisional calculation of Wirral’s performance for 2011/12 
(focusing on what are classed internally by the LGO as ‘first enquiry letters’) with an 
average of 15.5 calendar days taken to respond.  This represents an improvement of 
11.3 calendar days from 2009/10 (average 26.8 calendar days reported) when 
Finance first took responsibility for supporting liaison with the LGO.   

2.8.5.  Full analysis will be provided the Standards Committee's response to the LGO annual 
letter, once confirmed figures are released by the LGO. 

2.8.6. Although the increases in response times for non-statutory complaints are within the 
required timescales it is recognised that the reduced resources in all departments are 
the key factor for the slippage. Each department remains responsible for ensuring that 
their response rates stay within the set timescales.  



 

2.9 Departmental customer feedback volumes 

2.9.1 The following volumes of key customer feedback contacts, split by department, were 
received in 2011/12:  

 

2.9.2 By department, DASS experienced the largest drop in complaints received (45%) 
compared to 2010/11, followed by Technical Services (31%).  The absence of service 
issues caused by adverse weather was a key factor in Technical Services decrease 
with the refuse collection service reporting a 59% drop in complaints recieved.  
Finance reported a 5% reduction in complaints received. 

2.9.3 Both LHRAM and RHP reported increased numbers of complaints received but this 
can largely be attributed to the re-alignment of services across departments 
undertaken during 2010/11 and 2011/12.  CYPD reported an 88% increase in 
corporate complaints received (actual volumes were 25 complaints in 2010/11 to 47 in 
2011/12) and a 38% increase in statutory complaints handled by the Childrens Social 
Care Service.  Improved access and facilities for providing feedback across CYPD 
services has been a factor in these increased figures, with for example the 
introduction of a designated complaint phoneline for schools.  

2.9.4 Finance and Technical Services departments accounted for the largest proportion of 
corporate complaints (combined departmental total representing 81% of all corporate 
complaints received).  Service areas within these departments attracting complaint 
feedback included (2010/11 in brackets for comparison): 

• Sports and Recreation service (Technical Services) received 203 (190) complaints 
with dissatisfaction expressed over lack of or quality of facilities accounting for 31% 
of these complaints. 



 

• Refuse collection service (Technical Services) received 132 (325) complaints with 
the continuity of service throughout the winter period a key factor in the reduced 
number of complaints received in 2011/12. 

• Revenues (Finance) received 106 (108) complaints with disagreement with a 
decision made; delay or disatisfaction expressed with the effects of a decision 
accounting for 48% of these complaints. 

• Benefits (Finance) received 62 (76) complaints with disagreement with a decision 
made; delay or disatisfaction expressed with the effects of a decision accounting for 
74% of these complaints. 

2.9.5 Most departments reported minimal changes in Councillor and MP contact between 
2010/11 and 2011/12 though CYPD reported a 53% reduction (mainly attributed to 
improved public access for providing feedback thereby reducing the amount of 
Councillor / MP involvement).  RHP reported a 31.5% increase in contacts (mainly 
affected by service re-alignment). 

2.9.6 Within the departmental totals 2011/12 key areas of Councillor / MP enquiry are listed 
below. Figures in brackets indicated placement in 2010/11, if applicable.  All areas 
listed are Technical Services apart from Re-Housing services which is in RHP: 

1. Pavement defect   455 (2nd) 

2. Road defect    447  (1st) 

3. Street lighting   275  (4th) 

4. Traffic conditions   269  (3rd) 

5. Parks and countryside  250  (not recorded 2010/11) 

6. Street cleansing   178  (5th) 

7. Re-housing services  165  (6th) 

8. Fly-tipping    156  (8th) 

9. Trees     147 

10. Road safety    112 

2.9.7 LGO contacts remained fairly constant with no single department reporting significant 
changes across the 57 contacts recorded.  Schools (CYPD) and Care Services 
(DASS) again recorded the highest proportion of contacts received with a combined 
39% of total LGO contacts (46% in 2010/11). 

2.9.8 By channel of contact, internet and email was used for two thirds of all contacts, 
continuing a trend that has seen usage of these channels increase by 6% from 
2010/11.  

 



 

2.9 Departmental customer feedback response rates 

2.9.1 The following response rates for key customer feedback contacts, split by department, 
were reported in 2011/12:  

 

2.9.2 The majority of departments recorded maintained or improved complaint response 
rates, with 2010/11 figures in brackets: CYPD 12 working days (15); Finance 10 
working days (13); RHP 13 working days (17, recorded previously against Corporate 
Services) and Technical Services 9 working days (9). 

2.9.3 DASS report an on-going resource issue to effectively consider and respond to 
(frequently complex) complaints which require. significant investigation and tailored 
responses.  The department’s average working days to respond increased from 31 
days in 2010/11 to 47 days in 2011/12.  As highlighted in the chart overleaf 
Communities and Well Being services and Direct Locality services recorded averages 
of 69 and 68 working days respectively. 

2.9.4 LHRAM recorded an average of 26 working days to respond to corporate complaints, 
against 17 working days in 2010/11.  The asset management service (32% of this 
department’s total complaints) recorded an overall average of 51 working days to 
respond to complaints.  A limited number of vexatious complaints, requiring significant 
resource to investigate and respond to, influenced this service’s performance.  Overall 
the department responded to 61% of all complaints closed in 2011/12 within the 
corporate target. 

Cllr/MP Complaints 
LGO 

(calendar 
days) 



 

2.9.5 Services that responded to complaints significantly outside of the corporate target of 
15 working days were as follows: 

 

*indicates response rate based on a single contact only 

2.9.6 By department DASS reported the most improved response rate for councillor/MP 
contacts, from 25 working days in 2010/11 to 19 working days in 2011/12 though this 
is still outside the corporate target of 10 working days.  LHRAM reported an increased 
response rate from 10 working days in 2010/11 to 12 working days in 2011/12.  

2.9.7 All other departments reported response rates within the corporate target of 10 
working days, as detailed in the chart at 2.9.1. 

2.9.8 Response rates to LGO contacts remained fairly static and all within the standard 
target of 28 calendar days set by the LGO. 

2.10 Customer feedback resulting in changes 

2.10.1 The focus for complaints and wider customer feedback is ‘putting things right and 
learning from it’. An average of 9% of all complaints received across the council 
resulted in some organisational learning.  

2.10.2 Examples of changes implemented during 2011/12 are provided below: 

• New allotment application process and database introduced to improve 
management of waiting list (asset management) 

• Staff training provided to improve customer care offered (environmental health) 



 

• Enhanced information available on website to ensure displayed information for 
activities is accurate and up to date (marketing) 

• Improvements to coverage provided by external contractor in response to 
feedback received  (bridleways and public rights of way) 

• Requirement placed on external contractor to improve notice given and signage 
used on site when undertaking future works (COLAS/Highway maintenance) 

• Revised bin collection times to avoid school traffic and minimise missed 
collections (refuse collection service) 

• Charges to be introduced for ‘no show’ bookings to maximise take up of leisure 
classes, in response to complaints received (sports and recreation service) 

• Improved instructor to child ratio to be introduced for swimming classes, in 
response to feedback received (sports and recreation service) 

• Review of CCTV coverage and provision of safe-guarding training for staff as a 
result of anti-social behaviour reported in a leisure centre (sports and recreation 
service) 

• Erection of dog fouling signs to deter local issue reported (community safety) 

• Website information reviewed and improved, in response to feedback received 
(marketing) 

• Improved landlord accreditation process introduced in response to feedback 
provided (housing standards service) 

• Improved training implemented for SEN school escorts (transport) 

• Improved disabled access at a local leisure centre (sports and recreation) 

• New arrangements introduced to improve liaison between schools and admission 
team for 11+ exams (schools) 

• Customer questionnaire introduced in response to customer comments asking for 
a review of fitness suite opening hours (sports and recreation) 

• Increased frequency of street cleansing rota introduced to minimise future 
complaints (street cleansing) 

 

 

 

 

 



 

2.10.3 Departmental performance is detailed below: 

 

2.11 Other feedback received 

2.11.1 The ‘Wirral’s Future – your road and neighbourhood’ survey was sent to all Wirral 
households in March 2011.  There was a focus on Streetscene-related services (93% 
of all responses received) but the opportunity was also offered for wider comments on 
council service provision.  The majority of responses (99%) were collated in the 
council’s CRM system between March and June 2011. 

2.11.2 A total of 3,438 service requests were raised, across 55 distinct service areas with the 
most popular services contacted about being: 

• Road defects   18% 

• Pavement defects  13% 

• Dog fouling   12% 

• Customer feedback   7% 

• Tree issues    6% 

2.11.3 In addition, a total of 516 compliments were officially recorded across all departments, 
though this is considered only a proportion of the positive feedback received during 
2011/12. 

 CORPORATE COMPLAINT PERFORMANCE 2007 - 2012 

2.12 Data has been collated for recorded corporate complaints over the previous 5 years 
(01 April 2007 – 31 March 2012) to identify trends and provide a longer term analysis 
of council performance. Performance tables, from which the analysis below has been 
drawn, are shown in Appendix 2. 

 



 

2.13 Excluding complaints generated by ‘single issue’ factors (Strategic Asset Review in 
2008/09; adverse weather conditions affecting service delivery in 2009/10 and 
2010/11), complaint volumes have been fairly static over the 5 year period with 
2007/08 and 2011/12 representing the ‘norm’ of approximately 1,000 complaints 
received across all departments (not including statutory complaints). 

2.14 Since 2008/09 there has been a proportionate increase in the number of complaints 
escalated to Stage 2 or Stage 3 (as part of the 3 stage corporate process) with 9% of 
all complaints in 2011/12 being escalations from stage 1 complaints. 

2.15 Average response rates, measured against the corporate target of 15 working days, 
have been maintained at 10 working days, from a high of 13 working days reported in 
2007/08.  For complaints responded to outside of the corporate target, the overall 
trend is of an improving performance from an average of 37 working days reported in 
2007/08 to 30 working days in 2011/12. 

2.16 Over this period, the most frequently complained about services are the refuse 
collection service (31%); sports and recreation service (18%); revenues (13%); 
libraries and halls (11%) and benefits (9%). As mentioned previously single issue 
factors (such as the strategic asset review and adverse weather conditions) have 
influenced some service totals. 

2.17 By generic category of complaint (assigned by departmental coordinators) the most 
common causes of complaint are standard of service provided (25%); delay or errors 
in service provided (18%) and disagreement with decision made/effects of decision 
(15%). 

2.18 By ward, the most represented wards calculated from the proportion of total 
complaints received in comparison with proportion of electorate (percentage over-
represented in brackets) are Birkenhead and Tranmere (6.3%); Wallasey (4.9%) and 
Bebington (3%).  Conversely, the most under-represented wards are Claughton and 
Seacombe (both 2%) and Bidston and St James (1.9%). 

2.19 By channel of contact, traditional methods of providing feedback to the council (e.g. by 
letter) display a downward trend whilst customer preference for email/web usage 
increases year on year. 

 FUTURE DEVELOPMENTS FOR 2012/13 

2.20 Freedom of information requests 

2.20.1 This service, incorporating Freedom of Information requests, data protection issues 
and contacts from the Information Commissioner’s Office is now supported by the 
Council’s CRM system, from 01 April 2012, and will be reported quarterly in alignment 
with customer feedback. 

 

 



 

2.21 Online forms 

2.21.1 In recognition of an increasing customer preference for email or web channels, 
improvements were made to the online customer feedback form available on the 
Council's website. 

2.21.2 The new form follows a scripted process, prompting customers for the required 
information, providing an instant acknowledgement to manage customer expectations 
of when a response can be expected and then produces a tailored output for the 
relevant departmental coordinator to enter on the CRM system.  Since going live 01 
April 2012, 125 online forms have been completed as at 1st June 2012.  

2.22 Rate this page 

2.22.1 In recognition that unsolicited comments were being provided via the Council 
website’s “rate this page” function, a new process was implemented to ensure any 
customer feedback received via this route is recorded and managed through the CRM 
system. 

2.23 Equalities Act 2010 

2.23.1 Significant support was provided during early 2012 to ensure that the Council 
complied with the Equality Act 2010, including the ability to record equality data 
against (online) customer feedback and the introduction of quarterly snapshot surveys 
in the call centre, libraries and one stop shops. 

2.24 Satisfaction surveys 

2.24.1 Originally planned for 2011/12 but now in place to go live during 2012/13, a proportion 
of complainants will be asked for their opinions on the complaint process itself, 
focusing on timeliness; quality of response and confidence in an impartial review 
undertaken of the issue.  Results will be reported quarterly alongside wider customer 
feedback analysis. 

2.25 Customer Care Standards 

2.25.1 Launched in 2008, these standards set out the council’s commitment to delivering 
high quality service across all departments in a consistent and measurable manner, 
clearly defined for both staff and customers.  

2.25.2 In 2010 an independent review took place using dedicated resources to benchmark 
customer service across alternate departments to ensure the standards are being 
consistently applied in all service areas.  Supplementing this is a rolling exercise of 
mystery shopping across departments which focuses on the customer care standards. 

2.25.3 Given the changing customer preferences towards how the council is contacted and 
the consequent increased customer expectation in how quickly the organisation 
should respond, there is a need to review corporate targets e.g. standard 15 working 
days to respond to any contact.  Subject to available resources, this review will be 
undertaken during 2012/13. 



 

2.26 Unreasonable Complainant Behaviour 

2.26.1 The Council policy in how unreasonable complaint behaviour (previously termed 
vexatious or unreasonably persistent behaviour) is recognised and responded to has 
been reviewed to ensure resources are effectively utilised for complaint investigation.  
The revised policy is set out for consideration in a separate report to this committee. 

2.27 Standard and consistency of complaint responses 

2.27.1 There has been a trend of an increasing number of complainants being dissatisfied 
with the response at Stage 1.  The satisfaction surveys planned to be introduced 
during 2012/13 will provide some indication of what the council can do to improve 
complaint processes.  Officers attended an LGO course detailing best practice in 
complaint handling, focusing on the quality and consistency of responding to 
complaints; this has led to a new complaint handling course being created by the 
authority’s Organisational Development team, which will be rolled out to all officers 
who have responsibility for complaint handling.  

3.0 RELEVANT RISKS  

3.1 There is an identified risk of not recording all customer comments received across 
disparate contact channels and thereby missing vital feedback on how council 
services are perceived.  Ensuring effective communication is supported within 
departments, so that all recognised customer feedback is picked up by the relevant 
coordinator and wherever possible encouraging the use of corporate generic channels 
will alleviate this risk. 

4.0 OTHER OPTIONS CONSIDERED  

4.1 The corporate customer feedback system has been developed and improved over a 
period of time, benchmarked against other authorities and best practice guidance 
offered by the LGO. 

5.0 CONSULTATION  

5.1 Consultation takes place as part of the wider customer focus work as well as the 
linkages with the customer access strategy. 

6.0 IMPLICATIONS FOR VOLUNTARY, COMMUNITY AND FAITH GROUPS 

6.1 These groups are consulted as part of the overarching customer access strategy 
which informs the corporate approach to how customer feedback is dealt with. 

7.0 RESOURCE IMPLICATIONS: FINANCIAL; IT; STAFFING; AND ASSETS  

7.1 There are none arising directly from this report. 

8.0 LEGAL IMPLICATIONS  

8.1 There are none arising directly from this report. 



 

9.0 EQUALITIES IMPLICATIONS 

9.1 An Equality Impact Assessment (EIA) is not required specifically as part of this report 
though one has been developed for the updated Customer Access Strategy (CAS) 
which informs the approach taken for customer feedback. The EIA for the CAS can be 
found here: Customer Access Strategy EIA 

10.0 CARBON REDUCTION IMPLICATIONS  

10.1 There are none arising directly from this report. 

11.0 PLANNING AND COMMUNITY SAFETY IMPLICATIONS 

11.1 There are none arising directly from this report. 

12.0 RECOMMENDATIONS 

12.1 Members note the report. 

13.0 REASON FOR RECOMMENDATIONS 

13.1 Complaints and wider customer feedback should be seen as an opportunity for ‘free’ 
market research with customers who are actively engaged with services provided by 
the council.  Monitoring the effectiveness of our procedures in dealing with these 
contacts and most importantly what is learnt from the interaction provides a key 
indicator of how successfully the council is meeting the needs of local people. 

 

  REPORT AUTHOR: Malcolm Flanagan 
      Head of Revenues, Benefits & Customer Services  
      Telephone: 666 3260 
     Email:  malcolmflanagan@wirral.gov.uk  
 

APPENDICES 

Appendix 1: Corporate complaint performance 2007 – 2012 tables 

REFERENCE MATERIAL 

None. 

SUBJECT HISTORY (last 3 years) 

Council Meeting  Date 

Standards Committee 

Standards Committee  

21 Jun 2010 

  4 Jul 2011 

 


