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WHAT BENEFITS WILL THESE PROPOSALS BRING TO COPELAND RESIDENTS? 
 

 The new process is an efficient and effective way of complaint handling in order 
to meet the requirements of the customer, the Council and the Local 
Government Ombudsman (LGO).  

 It will also drive a continuous improvement culture, Customer Services Officers 
and Department Champions will be trained to capture all types of feedback 
allowing us to identify trends which can then be used to direct the 
Transformation team.   

 It will also make it easier to share good practice throughout the organisation via 
the department Champions. 

 Improved recording will make it easier to monitor feedback and provide accurate 
reports. 

 
WHY HAS THIS REPORT COME TO THE EXECUTIVE? 
(eg Key Decision, Policy recommendation for Full Council, at request of Council,etc.) 
 
The Review of complaint handling procedure and develop a new procedure/policy is an 
action within the Customer services, Service Plan 2012/13.  The draft procedure went to 
CLT on 5 September who requested it go to the Executive for consideration.   
 

RECOMMENDATIONS:                                                                               
That the Executive agree the proposed procedure for implementation 5 November 
2012. 

 
 
1. INTRODUCTION 
 
1.1  The existing procedure has been in place since 2007 and Covalent has been used 

to monitor complaints since April, 2009.  However, we’ve had some recent 
feedback from customers and officers suggesting that the current system is too 
lengthy and doesn’t allow for a quick resolution. Currently we have 3 working 
days to acknowledge receipt of the complaint and a further 10 for the Service 
Manager to respond at the first stage with 2 further possible stages thereafter. 



 
1.2 Our approach was firstly to e-mail Management Group informing them that we 

were conducting a review of the procedure and welcoming their comments, only 
1 Manager responded. We then held workshops with Managers from service 
areas receiving the highest volume of complaints, Waste Services and 
Development Control, and we combined their issues and ideas with those also 
gained from the Customer Services Officers, Customer Relations Officer (CRO), 
Legal and Environmental Health Managers, Head of Policy and Transformation, 
the Chief Executive and The Leader. 
 

1.3 We also looked at examples of best practice and the Local Government 
Ombudsman’s (LGO) guidance to create a new procedure. 
 

1.4 The current procedure can be found at Appendix A and the draft ‘To be’ 
procedure can be found at Appendix B. 

 
2. PROPOSALS 
 
2.1 That there be no change to the way in which we deal with comments and 

compliments only complaints, details as follows.  
 
2.2 The “informal” Stage 1 

 
We are introducing an informal first point of resolution via the CRO. This will act 
as a filtering system to distinguish between requests for explanation of, or 
requests for, services and minor complaints which lend themselves to a quick 
resolution, and the more complex complaints which may require in-depth 
investigation.  We propose a 10 working day timescale for this stage, as opposed 
to the current 3 days although envisage that most will be resolved to the 
complainants’ satisfaction in a shorter period. The CRO will log all complaints 
onto the Customer Relationship Management System (CRM) which we will use 
for recording and monitoring purposes and will enable Copeland Direct to deal 
with any subsequent enquiries regarding the status of the complaint at the first 
point of contact.   
 

 2.3 Stage Two 
 

If the complaint cannot be resolved informally by the CRO it will be passed to the 
Department Champion, who will create a record on Covalent. This Officer will be 
the existing FOI Champion in the service (unless the Manager nominates another 
Officer) who will gather the required information to enable the Manager to form 
a response to be agreed by the Head of Service.  This response will be returned 
to the CRO for a final check before being sent to the customer. In response to 
Managerial concerns about not being able to respond within 10 days and 



subsequent comments about delays from the complainants, we propose an 
increase from 10 to 15 working days response timescale for this stage. The 
Champion will update Covalent and the CRO will update the CRM. 
 

  2.4 Stage Three 
If requested by the complainant, the Chief Executive will conduct the final review 
of the complaint and copy the CRO into the response so that Covalent and the 
CRM can be updated.  We suspect very few complaints will progress to this stage 
and this, along with an assurance of improved record keeping at previous stages, 
should mean that a 10 day response timescale is sufficient 

 
   2.5 Appeals 
 

The current stage 3 (Appeal before members) will no longer exist, it is 
costly/time consuming and generally isn’t seen by complainants as a truly 
independent review.  The highest number of Appeals held in any one year to 
date has been 3 and most years there aren’t any.  If the complainant remains 
dissatisfied with the Chief Executive’s response they will be given details of how 
to complain to the LGO and the complaint will be closed. 
 
However, under the current procedure an Officer can award up to £250.00 
compensation whilst the Appeals Panel can award up to £1000 and more than 
this with the approval of the Executive.  As we are proposing to delete the 
Appeals stage, we have consulted with the Head of Corporate Resources who 
has proposed that we retain the £250.00 limit for Officers and allow the Chief 
Executive to award a higher amount (if necessary) at Stage 3 of the procedure. 
 

2.6 Complaint Procedure Timescales and Cost Implications 
 

The overall timescale of the existing complaints process can potentially take up 
to 123 days (including a 90 day Appeal timescale but not including the 
complainants 3 week response period) compared to 35 days in the new ‘to be’ 
process. We also envisage the overall cost of the process will decrease due to 
fewer complaints escalating into stages 1 and 2, negating the need for 
managerial involvement. 
 

 2.7  Implementation Plan 
 
 See Appendix D 
 
2.8  Review 

 
We propose to review the outcome of the changes to the procedure after 6 
months.  



3. ALTERNATIVE OPTIONS TO BE CONSIDERED 
 
3.1 If we don’t change the procedure we suspect not all comments, compliments 

and complaints will be recorded.   
 

4. CONCLUSIONS 
 
4.1 The proposed procedure provides the Council with a clear, accessible and 

flexible process that forms part of service provision and does not overwhelm 
customers, departments or other council processes.  
 

4.2 We are also empowering the department Champions and frontline Customer 
Services Officers by giving them a tool to gather and record performance 
information at the first point of contact. 

 
5.     STATUTORY OFFICER COMMENTS  
 
5.1 The Monitoring Officer’s comments are: Revised procedure complies with 

existing statutory and constitutional requirements and with Localism Act in 
respect of the conduct of Councillors. 

 
 
5.2 The Section 151 Officer’s comments are: No further comment 
 
 
5.3 EIA Comments 

The proposed new procedure will be available in alternative formats  on request 
and access to the documents will be available on Copeland’s website which 
means that “BrowseAloud” or similar software will be available immediately.  
We will monitor access to the procedure and the procedure itself will be used to 
help monitor any equalities implications in design and delivery of customer 
services.    

 
5.4 Policy Framework 

The new procedure expands the role that Copeland Direct proactively currently 
take in gathering and acting on customer feedback.  This allows us to address 
one of the Key Projects in the Councils Implementation Plan which is to improve 
the delivery of customer services.  We will also develop a new web based form 
which addresses the Key Project to create access to information and services via 
the Councils website. The Comments, Compliments and Complaints procedure is 
an integral part of the Council’s Corporate Policy Framework.   

 
5.5 Other consultee comments, if any: None 
 



 
 
 
6.      HOW WILL THE PROPOSALS BE PROJECT MANAGED AND HOW ARE THE RISKS 
GOING TO BE  MANAGED? 
 
6.1 Outcomes will be monitored and maintained through Covalent.  – The 
implementation of the new procedures will be monitored and reported to CLT and the 
Executive on a regular basis. 
 
7.      WHAT MEASURABLE OUTCOMES OR OUTPUTS WILL ARISE FROM THIS REPORT? 
 
7.1 The new procedure will take effect from 5 November 2012.   
 
7.2 A review will be carried out 6 months later.  
 
 List of Appendices  
 
Appendix A – Current Comment, compliment and Complaints procedure 
Appendix B –Draft Comments, Compliments and Complaints Procedure 
Appendix C- Stage 1, 2 and 3 Process Maps 
Appendix D – Implementation Plan v3 
 
List of Background Documents: None 
 
 
 
 
 
 






































