Annual Corporate Customer Feedback
2023-2024

Complaints & Compliments — Three year
Complaints Received Compliments Received comparison
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Stage 1 Response Timescales

Complaints Comparison Complaints received
decreased by

202312024 628 @
2022/2023 629
In comparison to 2022/2023 a

decrease has been seen in the
number of complaints received.
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Top service Area for Complaints - Three year
comparison

Planning Design & Engagement
Parks, Grass, Shrubs & Trees
Streetcare

Customer & Cultural Services
Income & Awards

Highway Services
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Complaints

Breakdown by Directorate
2023-2024

Economy &
Infrastructure

Resources 8 5
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Top 3 Category of Complaints

Dissatisfaction in Service
Delivery

Dissatisfaction with a policy,
decision or procedure

Impolite, Rudeness
unfairness, bias or prejudice

403
120

Top 3 Category of Learning

Improve revised service
delivery process

Comments included in review
of how we apply policies,
decisions & procedures

Improvements in communication
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Stage 2 Complaints Comparison

95%

Responded to

2023/24 76

within 20 day
timescale

2022/23

LGSCO Enquiries

2023/24 9 ‘ ‘

Not Upheld
(Council not

2022/23 12 at fault)

Upheld
(Council at
fault)
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Compliments by Service Area - Top 5

nghway Cultural & Waste and Streetcare
Services Customer  Recycling
Services
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Categories of Compliments - Three year

comparison

Named employee High standard of Helpfulness of

helpfulness

service service
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