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RELEVANT CORPORATE AIMS

CUSTOMER FOCUSED SERVICES - Providing excellent customer focused
services

STRATEGIC ORGANISATIONAL DEVELOPMENT - Continually improving our
organisation.

The effective management of complaints and customer requests is central to good
customer service. It also provides a good source of information which the Council
can use to improve services.

TARGETS
Local performance indicators for handling written complaints and Ombudsman
complaints.

VALUE FOR MONEY
A centralised complaints and freedom of information requests service maximises
the use of staffing resources as well as the provision of management information.

THE REPORT

To provide information on the number of compliments, comments, complaints
and freedom of information requests for the period 15t April 2008 to 30th June
2008.

Compliments

Table A shows the number of written compliments received for the period
01/04/08 to 30/06/08. In total 27 written compliments were received with the
majority appreciating services and the assistance provided by council




employees. The speed of service or response is also very much appreciated
by customers.

Comments

Table B shows the number of written comments received for the period. Of
the 12 comments received, 6 remained open and within timescale as of 2"
July 2008 when the report was being compiled. The remaining 6 comments
had been responded to within our customer service standard of 20 working
days.

Table C shows the above information by department.

Regarding trends, there were 4 comments received regarding recycling.

Complaints

Stage one

Stage one complaints refer to expressions of dissatisfaction made verbally by
customers. The table below provides a breakdown of stage one complaints
handled by the Contact Centres by service area and volume for the period
01/04/08 to 30/06/08:

Stage One Complaints

Service Area 01/04/08
to
30/06/08
Complaints regarding housing repairs e.g. 35

out of time, quality

Complaints regarding refuse, grounds 111
maintenance, cleansing services e.g. not
returning bin to collection point, missed
green bin collection

Missed clinical waste collection 54
Missed domestic bin collection 478
Missed blue box collection 177
Bin not fully emptied 5
Total 860

For the same period Contact Centres handled 11,119 requests for service in
total.



Stage two

Table D shows the number of stage two or written complaints received for the
period by date order. Of the 38 complaints received, 6 remained open and
within timescale as of 2" July 2008. Of the remaining 32 complaints, 26
complaints or 81% had been responded to within our customer service
standard of 20 working days and 6 complaints took longer.

Table E shows the above information by department.

Regarding trends, there were 5 complaints regarding delays in receiving the
new gold card.

Stage three

Table F shows the number of stage three complaints received for the period
by date order. These are complainants who have already made a stage two
complaint and still feel dissatisfied. During this period 4 stage three
complaints were received, of which 1 remained open and within timescale as
of 2" July 2008. Of the remaining 3 complaints, 2 or 67% had been
responded to within standard and 1 complaint took longer.

Ombudsman

Table G shows the status of Ombudsman complaints for 2008/09 as of 2"
July 2008. During this period two complaints requiring investigation have been
received and responded to. One decision from the Ombudsman has been
received as well recording a ‘local settlement’.

Freedom of Information (FOI)

Table H shows the number of requests for ‘freedom of information’ for the
period 01/04/08 to 30/06/08 by date order. Of the 38 requests received, 7
remained open and within timescale as of 10" July 2008. Of the remaining 31
requests, 30 or 97% were responded to within the government standard of 20
working days, 1 (3%) took longer than the standard.

Table | shows the above information by department.

Regarding trends, there were 4 requests seeking information on waste.
Performance

A target of 90% has been set for responding to stage two complaints within 20
working days for 2008/09. For this period 81% was achieved.
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Customer Satisfaction

A new methodology for measuring customer satisfaction with complaints
handling has been brought in for 2008/09, which will be reported upon at the
half yearly report.

ISSUES/OPTIONS FOR CONSIDERATION

The details outlined in the report and any trends identified.

IMPLICATIONS

Financial: - None
Legal: - None
Human Resources: - None

RECOMMENDATION(S)

That the report be received.

REASON FOR DECISION TO BE GIVEN IN ACCORDANCE WITH THE
CONSTITUTION

To keep Members informed of volumes and trends regarding
compliments, comments, complaints and freedom of information
requests.

ATTACHMENTS: Y

Table A: Compliments summary for the period 01/04/08— 30/06/08

Table B: Comments summary for the period 01/04/08 — 30/06/08

Table C: Comments summary by department 2008/09

Table D: Stage two complaints summary for the period 01/04/08 — 30/06/08
Table E: Stage two complaints summary by department 2008/09

Table F: Stage three complaints summary for the period 01/04/08 — 30/06/08
Table G: Ombudsman complaints summary for 2008/09

Table H: Freedom of information summary for the period 01/04/08 — 30/06/08
Table I: Freedom of information summary by department 2008/09

FILE REFERENCE: - N/A
SOURCE DOCUMENT: - N/A
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TABLE A - COMPLIMENTS SUMMARY 01/04/08 — 30/06/08

Date Area Summary of Compliment Departments
Received Involved
01/04/08 | Creswell Contact Centre staff friendly and helpful Contact Centres
03/04/08 | Shirebrook Pleasley Vale Activity Centre professional and Leisure

rewarding day out
05/04/08 | Shirebrook Chain and alarms fitted and pleasant workers Community Services
14/04/08 | South Time & effort put into their enquiry CSPD
Normanton
22/04/08 | Carr Vale Happy with grant towards new central heating Environmental
Health
22/04/08 | Shirebrook Happy with the support she is receiving and is still Environmental
receiving Health
28/04/08 | Anon Appreciation of Grant Scheme Leisure
02/05/08 | Chesterfield Information on jobs helpful HR
02/05/08 | Bolsover Noise problem rectified Environmental
Health
08/05/08 | Langwith Happy with rubbish removed Street Services
12/05/08 | Tibshelf Happy with resolved noise pollution complaint Environmental
Health
13/05/08 | Tibshelf Appreciation of gymnastics / events programme Leisure
16/05/08 | Planning Appreciation for commemoration event Planning
19/05/08 | Newton Happy with coaching at school Leisure
20/05/08 | Manchester Appreciation of stray dog service Environmental
Health
28/05/08 | Glapwell Helpful Contact Centre Staff Contact Centres
28/05/08 | Bolsover Happy with polite and speedy email/enquiry CSPD

response
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TABLE A - COMPLIMENTS SUMMARY 01/04/08 — 30/06/08

Date Area Summary of Compliment Departments
Received Involved
28/05/08 | Unknown Happy with speedy email/enquiry response CSPD

Contact Centres
28/05/08 | Bolsover Happy with prompt response Environmental
Health
28/05/08 | Clay Cross Happy with coaching facilities Leisure
02/06/08 | Clowne Moving and would like to say thanks for BDC being | ALL
so helpful all the time
03/06/08 | Dronfield Thought Food Fayre was superb Regeneration
17/06/08 | Chesterfield Appreciation of support and work for EV Visit Leisure
17/06/08 | Glapwell Appreciation of compensation for work carried out Housing
17/06/08 | Sutton-In- Success at Open Farm Sunday Environmental
Ashfield Health
18/06/08 | Bolsover Happy with how service request for bulky removal Contact Centres
dealt with Street Services
24/06/08 | Clowne Happy that BDC have kept Council Tax at a low All

level rate
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TABLE B - SUMMARY OF COMMENTS 01/04/08 — 30/06/08

Date Area Summary of Comment Departments Date No of Summary of Response
Received Involved Response | work
Sent days
03/04/08 Glapwell Can we reduce the amount of | Housing 16/04/08 | 9 Explained that we are legally
paper sent out with rent cards required to provide the
information
10/04/08 Creswell More litter bins in Creswell Street Services 28/04/08 | 12 Explanation that a review is
being undertaken and all
residents comments are being
taken into consideration
15/04/08 Unknown Green bins - would like more | Street Services 14/05/08 | 20 Still rolling out green bin
than one and when able to scheme so not right time to
recycle plastics/cardboard consider a second bin. Also
trying to reduce waste
volumes. Upgrading 'bring'
sites to incorporate plastic
within next 12 months
30/04/08 Bolsover Paths around the offices are Regeneration 19/05/08 | 12 Explained that most paths are
not wheelchair friendly suitable for wheelchairs, some
exceptions to the rear, which
will be looked at with a view to
upgrade if budgets allow
28/05/08 Creswell Not to send Council Tax Revenues 23/06/08 | 16 Explained that court dates are

reminders before a bank
holiday

allocated by the court and that
we have to give customers at
least 14 days notice
beforehand
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TABLE B - SUMMARY OF COMMENTS 01/04/08 — 30/06/08

Date Area Summary of Comment Departments Date No of Summary of Response
Received Involved Response | work
Sent days
06/06/08 South Would like to be able to Street Services 26/06/08 | 14 Explanation that there is not a
Normanton | recycle plastic and cardboard suitable facility to dispose of
plastic and that expecting card
to be added to the green bin
collection scheme in 2009/10
11/06/2008 | Chesterfield | To open two reception points | Contact Centres Open and within
when busy timescale as of
02/07/08
12/06/08 Glapwell Unable to recycle cardboard Street Services Open and within
timescale as of
02/07/08
17/06/08 Alfreton Concerned with carbon Street Services Open and within
footprint due to lack of timescale as of
recycling 02/07/08
18/06/08 Alfreton Issue polite reminders for Revenues Open and within
council tax timescale as of
02/07/08
24/06/008 Pinxton Problems with 'unauthorised' Planning Open and within
stables next door Environmental timescale as of
Health 02/07/08
30/06/08 Alfreton Feels the way we charge for Housing Open and within
the Lifeline Gold full Warden Revenues timescale as of

Service is unfair (charging
periods)

02/07/08
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Table C: Comments Summary by Department 2008/09

Department/Section

Contact Centres
Customer Service &
Performance
Community Services
Environmental Health
Street Services
Housing

Legal

Leisure

Planning
Regeneration

Revenues

Totals

01/04/08 — 30/06/08

Comments

1 No. of
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Table D - Summary of Stage Two Complaints 01/04/08 — 30/06/08

Date Area Summary of Complaint Departments | Date No of Remedy
Received Involved Response work
Sent days
01/04/08 Shuttlewood | Unhappy that direct debit | Housing 21/04/08 14 | Explanation that payment by
payers receive a reduction direct debit is less costly to the
in their garage rent Council and the saving has
been passed to the customer
01/04/08 Pinxton Travel pass arrived with an | Finance 09/04/08 6 | Apology for inconvenience and
incorrect photograph new travel pass issued
02/04/08 Clowne The way a Council Tax Revenues 22/04/08 14 | Explanation of legislation
benefit appeal was covering such matters
handled
02/04/08 New Unhappy with action taken | Environmental 30/04/08 20 | Explanation of past and future
Houghton by Council over flytipping Health (possible enforcement) action
in New Houghton
03/04/08 Bolsover Unhappy about service Contact 16/04/08 9 | Apology, explanation of
received at cash desk Centres amendment to procedure
04/04/08 Clowne Lack of response Housing 13/05/08 26 | Explanation of process and
regarding removal of an apology for delay
out building
08/04/08 New Wanting adaptations to Housing 13/05/08 24 | Explanation of DCC welfare
Houghton property and unhappy with adaptation assessment
length of time it is taking to
sort
08/04/08 Tibshelf Several missed green bin | Street Services 06/05/08 19 | Apology and explanation that
collections address missed off schedule
08/04/08 Glapwell Time to do adaptation and | Housing 01/05/08 17 | Explained work done Uncle's
poor communication requirements
regarding it
09/04/08 Newton Several missed green bin | Street Services 02/05/08 17 | Apology and explanation that

collections

address missed off schedule
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Table D - Summary of Stage Two Complaints 01/04/08 — 30/06/08

Date Area Summary of Complaint Departments | Date No of Remedy
Received Involved Response work
Sent days

22/04/08 Clowne Feels request to repair Housing 13/05/08 14 | An explanation of numerous
central heating is being visits and inspections
ignored and very undertaken - heating system
concerned about fuel bills working satisfactorily

23/04/08 Whitwell Garden suffered damage | Housing 15/05/08 15 | Explained action taken to date
from floods in 2007 and and access problems caused by
the Council has not tenant
rectified the structural
damage

24/04/08 Barlborough | Incorrect appointment time | Contact 25/04/08 1 | Apology and explanation of
made Centres error made

28/04/08 Shuttlewood | Complaint regarding work | Housing 29/05/08 22 | Letter sent explaining more time
done by contractors needed to make enquiries and
approximately 7 years ago check records due to age of
to neighbour's property complaint

28/04/08 Shuttlewood | Unhappy with his Housing 02/06/08 23 | Explanation of shortage of
treatment by Council. suitable housing in central
Feels his flat is not locations. Will nominate for
suitable for his disability suitable Housing Association
and would like a place properties
where he can store his
scooter

29/04/08 Alfreton Trampoline positioned too | Housing 29/05/08 20 | Offer of independent mediation

close to tenant's flat - feels
Council could do more to
assist

for two parties to seek an
agreement
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Table D - Summary of Stage Two Complaints 01/04/08 — 30/06/08

Date Area Summary of Complaint Departments | Date No of Remedy
Received Involved Response work
Sent days

02/05/08 Creswell Unhappy with the Housing 29/05/08 16 | A joint visit by the Housing
Council's efforts in Enforcement Officer and
resolving a noise nuisance Tenancy Management Officer

06/05/08 Barlborough | Unhappy that dual Street Services 11/06/08 24 | Explained that restrictions
carriageway not swept at placed on when able to sweep -
Barlborough currently twice a year when road

closed due to other
maintenance

07/05/08 Creswell Not happy with efforts in Housing 02/06/08 18 | Explanation of action taken so
tackling a neighbour far and the need for evidence,
dispute l.e., diary sheets

13/05/08 Creswell Still receiving letters with Housing 10/06/08 19 | Explanation that Council Tax,
deceased husband's name | Revenues Rents and Benefits are up to
on date. Apology for any distress

16/05/08 Not known Unhappy with lack of Environmental 13/06/08 18 | Explanation of departmental
contact regarding a Health procedures, apology for not
reported nuisance - keeping as informed as
outside lights on desirable
neighbour's property

16/05/08 Pinxton Unhappy about the way Housing 19/06/08 23 | Explanation of lack of suitable

housing transfer request
being handled

properties and referral to HARP
in accordance with procedures
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Table D - Summary of Stage Two Complaints 01/04/08 — 30/06/08

Date Area Summary of Complaint Departments | Date No of Remedy
Received Involved Response work
Sent days
19/05/08 Creswell Unhappy about not Finance 17/06/08 20 | Explanation that database had
receiving new Gold Card Street Services an incorrect address, details
and excess waste not amended and new card issued.
being collected Explained that side refuse is not
collected and advised about the
new recycling centre
19/05/2008 | Barlborough | Unhappy with lack of Environmental 17/06/08 20 | Explanation of activity by
response concerning early | Health Environmental Health and
deliveries to neighbouring contact with complainant
property
20/05/08 Worksop Adaptations to property Housing 02/06/08 7 | Acknowledged that the ramp
and lack of communication undertaken but that there is a
delay with wet rooms
20/05/08 Clowne Still unhappy with the Housing 18/06/08 20 | Explanation that a gas engineer
central heating system has checked the heating system
to reassure the tenant. Room
and cylinder thermostats
replaced
22/05/08 Creswell Out of order lift at disabled | Housing 19/06/08 19 | Explanation of engineer report's
Mother's flat and apology for the
inconvenience
02/06/08 Shirebrook Delay in receiving new Finance 23/06/08 15 | Explanation of why and an

gold card

apology
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Table D - Summary of Stage Two Complaints 01/04/08 — 30/06/08

Date Area Summary of Complaint Departments | Date No of Remedy
Received Involved Response work
Sent days
06/06/08 Bolsover Request for compensation | Finance 26/06/08 14 | Due to exceptional
due to delay in receiving circumstances and provision of
new gold card proof, small reimbursement
made (less than £10.00)
06/06/08 Glapwell Request for compensation | Finance 02/07/08 18 | Due to exceptional
due to delay in receiving circumstances and provision of
new gold card proof, small reimbursement
made (less than £10.00)
06/06/09 Bolsover Delays in right to buy Housing Still open as of 02/07/08
process and within timescale
06/06/08 Bolsover Delay in replacing bath Housing 01/07/08 19 | Explanation of events to date
and when the bath will be
replaced
09/06/08 Pinxton Earnings order received Revenues Still open as of 02/07/08
causing stress and within timescale
19/06/08 Langwith Green bin not being Street Services 01/07/08 8 | Explanation that green bin is
collected being presented on a different
street, which has a different
collection date
23/06/08 Shuttlewood | Unhappy about length of Housing Still open as of 02/07/08
time had to wait for a and within timescale
repair
24/06/2008 | Shirebrook Feels her requests for a Housing Still open as of 02/07/08

bungalow are being
ignored

and within timescale
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Table D - Summary of Stage Two Complaints 01/04/08 — 30/06/08

Date Area Summary of Complaint Departments | Date No of Remedy
Received Involved Response work
Sent days
24/06/08 Glapwell Bin not fully emptied, Street Services | Still open as of 02/07/08
rubbish wedged, customer and within timescale

contesting this. Unhappy
that Council did not return
on same day to empty

26/06/08 Unknown Unhappy about a council Leisure Still open as of 02/07/08
vehicle parking in a and within timescale
pedestrianised zone in
Bolsover
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Table E: Stage Two Complaints Summary by Department 2008/09

Department/Section 01/04/08 — 30/06/08
()]
£
£ 2y,  BE
© c £ Co
52 8z S5
. E T - 20
23 2xe =292

Contact Centres 2 2

Customer Service &
Performance
Community Services

Environmental Health 3 3

Street Services 6 5 1
Finance 5 5

Housing 20 15 5
Leisure 1 1

Planning

Regeneration
Revenues 3 3

Totals 40 34 6
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Table F - Summary of Stage Three Complaints 01/04/08 — 30/06/08

Date Area Summary of Complaint Departments Date No of Remedy
Received Involved Response work
Sent days
17/04/08 | Shirebrook Still unhappy with the solution Housing 15/05/08 | 20 Explanation that an
put in place for making the door electronic closer will be
into the communal area easier fitted
to open
20/05/08 | Tibshelf Green Bin still not collected Street Services 19/06/08 | 21 Explanation that an agency
when assured it would be at driver had to be used at
stage two short notice on the day in
guestion and not being
familiar with the rounds
missed the lane. Apology
06/06/08 | Bolsover Complainant not happy with the | Housing 01/07/08 | 17 Visit by Housing
suggestion of mediation to Enforcement Manager to
resolve the dispute with discuss directly. A
neighbour over use and resolution to be brokered
positioning of trampoline with neighbour
24/06/08 | Creswell Daughter not happy with the Housing Still open as of 02/07/08

way her father has been treated
and believes that the boiler is
still faulty

and within timescale
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Table G - Summary of Ombudsman Complaints 2008-2009

Date Area Ombudsman’s Summary | Departments Date No. of Date Ombudsman's
Received of Complaint Involved Response | Calendar | Decision Decision
Sent Days Letter
Received
08/04/08 | Glapwell Still unhappy about having | Street 28/04/08 20 | 09/06/08 | Local Settlement
to pay for a replacement Services Council to provide a
bin replacement bin, pay
£75.00 for time and
trouble and produce a
new policy on bins
17/06/08 | Shirebrook Despite assuring Regeneration 01/07/08 14

complainant that his
application for a grant to
replace the roof of his
business had been
successful, failed to honour
that assurance or, as
promised, integrate
decision to award a grant
into successor scheme.
The Council since refused
grant to him under either
scheme.
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Table H - Summary of FOI Requests 01/04/08 — 30/06/08

Date Summary of FOI Departments Date Response No of Information
Received Involved Sent work released
days
Environmental
31/03/08 | Information on hospital food hygiene reports Health 17/04/08 13 | Yes
Details passed to the Treasury Solicitor on persons Environmental
01/04/08 | dying without a next of kin Health 17/04/08 12 | Not Held
01/04/08 | Contact information for specified officers CSPD 02/04/08 1| Yes
Request for environmental data/records for a site Environmental
02/04/08 | In South Normanton (EIR?) Health 21/04/08 12 | EIR
04/04/08 | Information relating to gaming machine licenses Legal 08/04/08 2| Yes
04/04/08 | Outstanding NNDR as of 31/03/07 Revenues 17/04/08 9| Yes
Money spent on alcohol and fireworks for 2006 and Finance
07/04/08 | 2007 Leisure 07/05/08 21 | Yes
14/04/08 | Information on reported security breaches CSPD 30/04/08 12 | Not Held
Information relating to complaints re: building work at Clarification sought 16/04/08
15/04/08 | owners property Unknown but not received Withdrawn
21/04/08 | Request for the latest Asset Management Plan Finance 15/05/08 17 | Not Held
Request for Housing Strategy, Housing Revenue Housing Part released,
21/04/08 | Account and Housing Capital Account Finance 16/05/08 18 | part exempt
Request for environmental data/records for a site Environmental
21/04/08 | In Bolsover (EIR) Health 02/05/08 9 | EIR
28/04/08 | Questions on debt collection Revenues 23/05/08 18 | Not Held

1 EIR — Environmental Information Request
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Table H - Summary of FOI Requests 01/04/08 — 30/06/08

Date Summary of FOI Departments Date Response No of Information
Received Involved Sent work released
days
Environmental

07/05/08 | Requested information on dog control orders Health 14/05/08 5 | Not Held
12/05/08 | Requested information about Asset Register CSPD 02/06/08 14 | Exempt

Information about who owns a business (Requested
12/05/08 | under Data Protection legislation) Revenues 23/05/08 9 | Not Held

Request for environmental data/records for a site Environmental
13/05/08 | In Palterton (EIR) Health 04/06/08 15 | EIR
14/05/08 | Requested information about phone contracts ICT 10/06/08 18 | Yes

Information on grass cutting and land ownership in
16/05/08 | Barlborough Street Services 12/06/08 18 | Yes

Not held -
transferred to
16/05/08 | Information on highways DCC 04/06/08 12 | DCC
17/05/08 | Information about deceased relatives CSPD 22/05/08 3 | Not held
22/05/08 | Wants to know how Council Tax is spent All 09/06/08 11 | Exempt
22/05/08 | Wants information about waste and population Street Services 18/06/08 17 | Yes
22/05/08 | Information about tourism figures Regeneration 18/06/08 17 | Yes
28/05/08 | Council’s Independent Remuneration Panel Legal 24/06/08 19 | Yes
HR & Payroll
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Table H - Summary of FOI Requests 01/04/08 — 30/06/08

Date Summary of FOI Departments Date Response No of Information
Received Involved Sent work released
days
30/05/08 | Information on waste Street Services 24/06/08 17 | Yes
09/06/08 | Approved contractors responsible for repair and Housing 03/07/08 18 | Not held
maintenance
09/06/08 | Information about single women on housing lists Housing 03/07/08 18 | Yes
11/06/08 | Local Land Charge Register information Legal 07/07/08 18 | Yes
Planning
Regeneration
11/06/08 | Requesting information in connection with CCTV Police 18/06/08 5 | Not held -
evidence transferred to
Police
16/06/08 | Attendance records at committees Democratic Still open as of
Services 01/07/08 and within
timescale
17/06/08 | ICT Strategy ICT Still open as of
01/07/08 and within
timescale
19/06/08 | Bus journey price details DCC 26/06/08 5 | Not held -
transferred to
DCC
22/06/08 | Requesting information about enforcement action on Environmental Still open as of

grafitti not cleaned up

Health

01/07/08 and within
timescale
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Table H - Summary of FOI Requests 01/04/08 — 30/06/08

Date Summary of FOI Departments Date Response No of Information
Received Involved Sent work released
days
23/06/08 | Requesting information about printers and photocopiers | ICT Still open as of
CSPD 01/07/08 and within
timescale
23/06/08 | Requesting info about statutory advertising Finance Still open as of
Democratic 01/07/08 and within
Services timescale
Planning
25/06/08 | Information relating to waste and charges Environmental Still open as of
Health and Street | 01/07/08 and within
Services timescale
26/06/08 | Information relating to waste and service providers Street Services Still open as of

01/07/08 and within
timescale
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Table I: Freedom of Information Summary by Department 2008-09

Department/Section 01/04/08 — 30/06/08
[% FOI DP EIR
° 8
-]
2Z
04
All 1 1
Customer Service and 5 5
Performance
Democratic Services 2 2
Environmental Health 8 5
Street Services 5 5
Finance 4 4
Housing
HR
ICT 3 3
Legal 3 3
Leisure 1 1
Planning 2 2
Regeneration 2 2
Revenues 3 3
Transferred 3 3
Totals 46 43
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