Annual Corporate Customer Feedback
2019-2020 3 Year comparison of Complaints &

Compliments

Complaints Received Compliments Received

2019/20 2018/19 2017/18

Complaints = Compliments

Stage 1 Response Timescales _ _
Complaints received

decreased by

D €

2019/20 709 In comparison to 2018/2019 a
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Annual Corporate Customer Feedback
2019-2020

Complaints

Top Ten Service Areas - 3 Year Comparison Breakdown by Directorate
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Annual Corporate Customer Feedback
2019-2020

Top 3 Category of Complaints

Dissatisfaction in Service
Delivery

Dissatisfaction with a policy,
decision or procedure

Impolite, Rudeness
unfairness, bias or prejudice

METROPOLITAN
BOROUGH COUNCIL
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Stage 2 Complaints Comparison
for 2019/2020

91%

2018/19 85 Responded to
within 20 day

timescale

2019/20 60

LGSCO Enquiries for 2019/2020

2018/19 20 Not Upheld Upheld
(Council not (Council at
at fault) fault)

Annual Figures decreased by 8
2019/20 18 Local Government and Social Care
Ombudsman Enquiries for 2019/2020
compared to 2018/19.
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Annual Corporate Customer Feedback
2019-2020

Top 3 Categories of Learning

Improve revised service delivery
process

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

Impolite, Rudeness unfairness,
bias or prejudice
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