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1. Purpose of report

1.1 The purpose of this report is to provide the Scrutiny Panel with an overview of the council's
latest performance results for complaints handling, as at 31d quarter 2015/16.

2. Background

2.1 Following extensive stakeholder engagement, the national two stage Complaints Handling
Procedure (CHP) for the local government sector came into effect in April 2013:

• Stage one − is classed as frontline resolution which seeks to resolve complaints at the
initial point of contact, or as close to the point of service delivery, as possible.

• Stage two − for complaints unable to be resolved at the frontline or for those that are
complex, sensitive, or serious and require more detailed investigation.

The aim of the CHP is to resolve as many complaints as possible at stage one.

2.2 The two stage CHP is operational across all council services with the exception of Social
Work who, due to legislation, still operate the previous three stage process.

2.3 To monitor and assess complaints handling in councils, the Scottish Public Services
Ombudsman (SPSO) has developed a suite of performance indicators related to the CHP.
These are designed to:

• assess how councils are performing against the CHP and corresponding timescales
• enable councils to capture performance information and use this to learn from complaints
• identify how effective a council is in using this information to improve services
• enable benchmarking between councils in order to share good practice

2.4 The Local Authority Complaints Handlers Network (of which North Lanarkshire Council are
the chair) are currently working with the SPSO to develop a national approach to learning
from complaints, benchmarking, and reporting outcomes and improvements. The outputs
from this work will feed into the council's arrangements for reporting complaints performance
as it develops.

3. Performance information relating to complaints

3.1 Within the council, key SPSO indicators are reflected in each service's service plans and the
complaints handling process is co−ordinated through the council's Complaints, Comments,
and Compliments (CCC) User Group which comprises representatives from each service.

3.2 Performance reports in relation to complaints are submitted to the Corporate Management
Team (CMT) throughout the year and an annual complaints performance report is published
through the council's website, www.northlanarkshire.qov.uk/complaintsperformance.

3.3 Key highlights following an analysis of the performance figures for complaints as at 3 r
quarter 2015/16 are noted below; further details are included in the Appendices



Initial analysis has shown the volume of stage one complaints dealt with to date during
2015/16 exceeds the volume as at the same period in the previous two years. The main
reasons for the increase in volume relate to housing repairs, project services in housing,
and educational resources. A decrease in volume is noted in revenue services.

• The aim of the Complaints Handling Procedure is to resolve as many complaints as
possible at the initial point of contact or as close to the point of service delivery as
possible (i.e. at stage one); results over the period show the council continues to maintain
a similar level of performance with at least 9 out of every 10 complaints being dealt with at
the initial point of contact.

• 52.9% (668 out of 1,256 complaints) of stage one complaints were upheld or partially
upheld as at 3rd quarter 2015/16; this is a slight increase from the same quarter in the
previous year, although there has also been a small increase in the volume of complaints
not upheld.

accompanying this report.



41.4% (58 out of 140 complaints) of stage two complaints were upheld or partially upheld
as at 3d quarter 2015/16; this is a slight increase from the same quarter in the previous
year, and there has also been a decrease in the volume of complaints not upheld.
While over half of all complaints resolved in the first instance (i.e. at stage one) are upheld
or partially upheld, a larger proportion of complaints remain not upheld after further
investigation (i.e. after stage two). This suggests a level of effectiveness in ensuring an
accurate and full response is provided the first time, although further work is underway to
see if common reasons can be identified for upholding so many complaints initially.
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The number of complaints converted to a request for service increased in 2014/15
following a declining trend in the previous year. Latest figures for 2015/16 to date (253)
show a slight decline, although requests are still being recorded in relation to land
management, road operations/asset management, housing repairs, and housing matters.
To assist the public contact the council and direct their request for service accordingly,
additional signposting has been set up on the complaints website which shows the 10
most common reasons for requests for service which we often receive as complaints.
This provides links to contact details and online forms to report service specific issues,
such as missed bins, dog fouling, and street cleaning.

Timely complaints handling, % response times − Appendix 4a

% of stage 1 complaints I 89.7%
I

83.4%
responded to on time
% of stage 2 complaints

80.7% 91.7%
responded to on time



Timely complaints handling, average days − Appendix 4b

• Response times for handling complaints continues to improve and, on average, the council
takes less than 5 days to respond to complaints at the frontline (i.e. stage one), achieving an
average of 4.7 days as at 3rd quarter 2015/16, and 15.5 days for those that require further
investigation (i.e. stage two). These timescales are well within those required by the CHP and
on par with the latest national average.

Category of complaint − Appendix 5
• The top three reasons for stage one complaints in 2015/16 to date remain unchanged

from previous quarters or previous years − quality of service, policy/procedure, and service
failure.

• A large proportion of complaints regarding service failure and quality of service are still
being either upheld or partially upheld, while a large proportion of complaints regarding
policy/procedure remain not upheld.

• The top reasons for stage two complaints in 2015/16 to date remain relatively unchanged
from previous quarters or previous years. The volume of complaints in this particular
analysis is relatively small and no significant trends are noted in any specific service area.

Improvements as a result of complaints − Appendix 6
• During 2015/16 to date, two improvements to service delivery, or change to ways of

working, have been made to help ensure complaints do not recur. Work continues with
services to identify recurring trends in complaints and identify areas for improvement.

Compliments and comments − Appendix 7
• Comments and compliments play a role in helping to identify areas of good practice and

identify areas for improvement; service specific details are noted in the Appendix.

4. Recommendations

4.1 It is recommended that the Scrutiny Panel note the information within this report and identify
any areas requiring future consideration by the Panel.

L

Chief Executive
Local Government Access to Information Act: for further information about this report, please contact Linda Johnston, Strategic Adviser,
tel: 01698 302559.



Appendix I

Volume − stage I

Overall the council has dealt with a higher volume of stage I complaints in 2015/16 to date compared to
the same period in 2014/15 and 2013/14.

1,256 complaints were handled at stage I from April to December 2015, a 4% increase in volume
compared to the same period in 2014/15.
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Specific service areas, where the increase in volume (as at 3rd quarter 2015/16 compared to 3 quarter
2014/15) is more notable, are:
• An increase of 32 complaints received through Viewpark First Stop shop regarding housing matters
• An increase of 30 complaints in Housing repairs
• An increase of 27 complaints in Resources in Learning and Leisure Services
• An increase of 27 complaints in Project Services within Housing

Service areas where the decrease in volume over the same period is more notable:
A decrease of 38 complaints in Revenue Services.

Changes in other specific service areas (i.e. an increase or decrease in volume) are less notable.

The table over the page provides a detailed breakdown of the volume of stage 1 complaints for each of
the queues/service areas in Lagan (the system used across the council for complaints handling) in
2014/15 compared to 2013/14.

The volume of complaints as at the 3rd quarter 2015/16 is also shown compared to the same period in
2014/15 and 2013/14.



Annual results
Volume of stage I complaints

2013/14 2014/15

Chief Execut ive's Off ice 0 1

Corporate Services 44 21
Democratic and Legal Services 8 5
Human Resources 0 2
Corporate Property and Procurement 36 14

Corporate property 0 0
Contractors 0 1
Heat, windows, roof, render, rewire 12 3
Kitchen, bathroom 22 9
Property maintenance, admin, SW & new build 2 1

Finance and Customer Services 71 136
E−GASD 19 20
Financial Services 4 1
Revenue Services 48 115

Housing Services 774 624
Airdrie FSS 16 22
Bellshill FSS 19 17
Coatbridge FSS 131 58
Kilsyth/Cumbernauld FSS 34 22
Moodiesburn FSS 1 8
Motherwell FSS 30 54
Shotts FSS 20 31
Viewpark FSS 29 27
Wishaw FSS 85 77
Project services 0 13
Grants, quality performance, finance, energy, gas 7 6
Repairs 402 289

Learning and Leisure Services 65 239
Community Information and Learning 11 5
Resources 25 79
Standards and Inclusion 29 155

Regeneration Environmental Services 141 646
− F a c i l i t y Support Services 15 17

Environment and Estates 71 527
Waste management 61 493
Grounds maintenance I land management 9 13
Land property I infrastructure 0 2
Countryside and landscape 1 19

Planning and Regeneration 17 24
Building standards 5 5
Planning − regeneration 1 4
Planning development management 10 12
Strategic planning 1 3

Protective Services 20 33
Trading standards 1 2
Environmental health 18 30
Business regulation 1 1

Roads and Transportation Services 18 45
Roads strategy and design 2 8
Road operations / asset management 16 37

Total 1,095 1,667

YTD figures
as at 3d quarter each year

2013/14 2014/15 2015/16

o o I

39 20 19
8 5 17
O 2 0
31 13 2
0 0 2
0 1 0
10 3 0
20 9 0
1 0 0

52 111 70
13 18 14
4 0 1
35 1 93 55

669 484 565
15 15 29
12 14 9
128 53 44
33 19 19
1 7 3

27 38 48
17 31 15
26 23 55
80 72 64
0 12 39
5 3 13

325 1 197 227

32 105 137
6 5 2
16 53 80
10 47 55

99 488 464
13 11 2
45 393 378
36 361 351
8 12 11
0 2 0
1 18 16

14 21 15
4 4 2
1 4 1
9 10 12
0 3 0

14 27 22
1 2 3
13 24 19
0 1 0

13 36 47
1 7 10
12 29 37

891 1 1,208 1,256



Volume − stage 2
Overall the council has dealt with a slightly lower volume of stage 2 complaints in 2015/16 to date
compared to the same period in 2014/15 and 2013/14.

140 complaints were handled at stage 2 from April to December 2015, 3% less than the same period in
2014/15.
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There are no specific service areas where an increase or decrease in volume from 3rd quarter 2014/15
to 3rd quarter 2015/16 is particularly notable − all changes are relatively small.

The table over the page provides a detailed breakdown of the volume of stage 2 complaints for each of
the queues/service areas in Lagan (the system used across the council for complaints handling) in
2014/15 compared to 2013/14.

The volume of complaints as at the 3 rdquarter 2015/16 is also shown compared to the same period in
2014/15 and 2013/14.

Finance and Customer Services, Regeneration and Environmental Services, and Corporate Services
have experienced a decrease in the volume of complaints at both stage 1 and stage 2 from the year to
date position as at 3rd quarter 2014/15 compared to the same period in 2015/16. Conversely, Housing
Services and Learning and Leisure Services both show an increase in volume at both stage 1 and
stage 2 over the same period.



Annual results
Volume of stage 2 complaints

2013/14 2014/15

Chief Executive's Office 0 0
Corporate Services 8 11

Democratic and Legal Services 5 8
Human Resources 0 1
Corporate Property and Procurement 3 2

Heat, windows, roof, render, rewire 1 1
Kitchen, bathroom 2 1

Finance and Customer Services 6 21
E−GASD I I
Financial Services 0 0
Revenue Services 5 20

Housing Services 46 64
Airdrie FSS 0 3
Bellshill FSS

−
3 2

Coatbridge FSS 8 4
Kilsyth/Cumbernauld FSS 2 1
Moodiesburn FSS 0 1
Motherwell FSS 6 5
ShottsFSS 0 1
Viewpark FSS 0 0
Wishaw FSS 4 5
Project services 0 0
Quality and performance, capital programme, gas 2 0
Repairs 21 42

Learning and Leisure Services 12 25
Community Information and Learning 0 0
Resources 2 10
Standards and Inclusion 10 15

Regeneration and Environmental 37 72
Services

Facility Support Services 0 0
Environment and Estates 3 20

Waste management 0 18
Grounds maintenance I land management 2 2
Land property / infrastructure 0 0
Countryside and landscape 1 0

Planning and Regeneration 9 16
Building standards 0 2
Planning − regeneration 3 1
Planning development management 6 12
Strategic planning 0 1

Protective Services 3 7
Trading standards 0 0
Environmental health 3 6
Business regulation 0 1

Roads and Transportation Services 22 29
Roads strategy and design / roads and 4 3
structures design
Road operations / asset management 18 26

Total 109 193

YTD figures
as at 3d quarter each year

2013/14 2014/15 2015116

0 0 0
6 5 1
4 3 1
0 0 0
2 2 0
1 1 0
1 1 1 0

5 16 11
0 1 0
0 0 0
5 15 11

39 47 57
0 3 7
2 2 3
8 3 5
2 1 3
0 0 0
5 4 5
0 1 0
0 0 0
3 3 6
0 0 2
2 0 2
17 1 30 24

9 18 24
0 0 0
2 7 12
7 11 1 12

29 59 47

0 0 0
1 16 20
0 14 12
1 2 7
0 0 0
0 0 1

6 14 6
0 2 0
1 1 0
5 10 6
0 1 0

2 5 2
0 0 0
2 4 2
0 1 0

20 24 19
3 3 5

17 21 14

88 145 140



Appendix 2

Complaints handling policy

The aim of the Complaints Handling Procedure is to resolve as many complaints as possible at the
initial point of contact or as close to the point of service delivery as possible (i.e. at stage 1).

The current ratio of complaints dealt with at stage I compared to stage 2 equals 90% to 10%. A
comparison of the current results with the annual results for 2013/14 and 2014/15 as well as the same
period in the previous two years shows that the council continues to maintain a similar level of
performance with at least 9 out of every 10 complaints being dealt with at the initial point of contact.

% of Si complaints compared to S2 − 2015/16 ytd
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75%

0 Stage 1 • Stage 2

The ratios for Finance and Customer Services (86.4% to 13.6%) and Learning and Leisure Services
(85.1% to 14.9%) are lower than the council average.

Specific service areas where the ratios are lower than the council average are within:

• Learning and Leisure Services − Resources 87% to 13% and Standards and Inclusion 82.1% to
17.9%.

• Finance and Customer Services − Revenue Services 83.3% to 16.7%.
• Regeneration and Environmental Services − Planning and Regeneration 71.4% to 28.6%, and Roads

and Transportation 71.2% to 28.8%.

CEO CS FCS HS 115 RENV Council
Service total



Appendix 3

Outcome of complaint − stage I

Overall, 53.2% of stage 1 complaints were either upheld or partially upheld (this equates to 668 out of
1,256 complaints), 46.8% were not upheld (588 out of 1,256 complaints).

The proportion of complaints upheld or partially upheld has improved from 2014/15 annual figures when
55.2% were upheld or partially upheld (920 complaints out of 1,667) and 44.8% not upheld (747 out of
1,667 complaints).

100%

80%

60%
0

0

40%

20%

0%

% of Si complaints upheld+partially upheld / not upheld −
2015/16 ytd

Service total
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Specific service areas where the combined proportion of complaints upheld or partially is higher than
the council average of 53.2% are:

Housing Services − 65.8% were upheld or partially upheld, this equates to 372 out of 565 complaints
(227 of these relate to housing repairs, with 71.4% of these complaints (162) being either upheld or
partially upheld).
Regeneration and Environmental Services

− 57.7% in Environment and Estates were upheld or partially upheld, this equates to 218 out of 378
complaints (351 of these relate to waste management, with 57.6% (202 complaints) being either
upheld or partially upheld).

− 55.3% in Roads and Transportation were upheld or partially upheld, this equates to 26 out of 47
complaints (37 of these relate to road operations and asset management, with 56.8% (21) being
either upheld or partially upheld.

CEO CS FCS HS uS RENV Council



Outcome of complaint − stage 2

Overall, 41.4% of stage 2 complaints were either upheld or partially upheld (this equates to 58 out of
140 complaints), 58.6% were not upheld (82 out of 140 complaints).

The proportion of complaints upheld or partially upheld has not improved from 2014/15 annual figures
when 35.8% were either upheld or partially upheld (69 out of 193 complaints), and 64.2% were not
upheld (124 out of 193 complaints).
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Specific service areas where the combined proportion of complaints upheld or partially is higher than
the council average of 41.4% are as follows, although it should be noted that proportions can become
over exaggerated when dealing with the smaller volume of complaints which is expected at stage 2.

Housing Services − 50.9% were upheld or partially upheld, this equates to 29 out of 57 complaints
(24 of these relate to housing repairs, with 50% (12 out of 24) complaints being upheld or partially
upheld.
Regeneration and Environmental Services − 80% in Environment and Estates were upheld or
partially upheld, this equates to 16 out of 20. 12 of these relate to waste management with 75% (9
complaints) being either upheld or partially upheld.

CEO CS FCS HS 115 RENV Council



Outcome of complaint − request for service, withdrawn, unresolved
The number of complaints converted to a request for service dropped considerably from 452 in 2012/13
to 125 in 2013/14, demonstrating an improvement in complaints handling within services. However,

rdrequests for service have seen an increase again in 2014/15 to 329. Comparative figures as at the 3
quarter each year, show a small decrease in 2015/16 (253) compared to the previous year (273).

The table below provides a detailed breakdown of the volume of complaints recording request for
service as an outcome in Lagan in 2014/15 compared to 2013/14. The volume of requests for service
as at the 31d quarter 2015/16 is also shown compared to the same period in 2014/15 and 2013/14.

Annual results
Volume of requests for service

2013/14 2014/15

Corporate Services 1 3
Corporate Property and Procurement 1 3

Kitchen, bathroom 1 3

Finance and Customer Services I I
Revenue Services 1 1

Housing Services 58 120
Airdrie FSS 7 15
BelIshill FSS 2 4
Coatbridge FSS 11 8
Kilsyth/Cumbernauld FSS 4 1
Motherwell FSS 4 9
Shotts FSS 3 0
Viewpark FSS 2 3
Wishaw FSS 3 6
Project services 0 4
Quality performance, capital programme, energy 3 1
Repairs 19 69

Regeneration and Environmental 65 205
Services

Facility Support Services 1 0
Environment and Estates 31 103

Waste management 1 4
Grounds maintenance / land management 22 94
Countryside and landscape 8 5

Planning and Regeneration 1 0
Planning and Development Management 0 0
Building standards 1 0

Protective Services 5 15
Environmental health 5 15

Roads and Transportation Services 27 87
Roads strategy and design / roads and 2 13

structures design
Road operations / asset management 25 74

Total 125 329

YTD figures
as at 3rd quarter each year

2013/14 2014/15 2015/16

0 3 0
0 0 0
o 3 0

1 0 0
1 0 0

49 90 114
7 13 8
2 4 3
10 5 5
2 1 1
4 8 2
3 0 0
2 3 55
3 6 1
0 4 9
2 1 2
14 45 28

41 180 139

0 0 0
24 82 99
1 4 2

18 73 97
5 5 0

1 0 4
0 0 2
1 0 2

3 13 14
3 13 14

13 85 22
0 13 0

13 72 22

91 273 253

The volume of complaints withdrawn remains relatively unchanged from 2013/14 to 2014/15 − in
2014/15 there were 22 complaints made that were then subsequently withdrawn by the complainant (19
at stage 1 and 3 at stage 2). 28 complaints have been withdrawn to date in 2015/16; 17 of these relate
to Housing Services.

The volume of complaints not resolved has increased from 5 in 2013/14 to 22 in 2014/15.
9 complaints remain unresolved to date in 2015/16; 6 of these relate to waste management.



Appendix 4a
Timely complaints handling − % response times

Stage I
To date in 2015/16, the council responded to 87.1% of stage I complaints within 5 days. This equates
to 1,094 out of 1,256 complaints, with 162 complaints outwith the timescale. This is an improvement in
performance from 83.4% in 2014115 when 1,391 out of 1,667 complaints were responded to within 5
days (276 outwith).
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Specific service areas where the proportion of complaints responded to within timescales are lower
than the council average are:

• There were 5 out of 19 complaints responded to outwith the timescale within Corporate Services, 4
of these relate to Democratic and Legal Services.

• There were 21 out of 137 complaints responded to outwith the timescale in Learning and Leisure
Services, 14 relate to Resources and 7 to Standards and Inclusion.

• There were 87 out of 464 complaints responded to outwith the timescale within Regeneration and
Environmental Services, 74 of these relate to waste management.

Stage 2
To date in 2015116, the council responded to 92.1% of stage 2 complaints within 20 days. This equates
to 129 out of 140 complaints. This is an improvement from 91.7% in 2014/15 for 177 out of 193
complaints (16 outwith).
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There were 11 complaints responded to outwith the timescale in total, 7 of these relate to Learning and
Leisure Services, 3 relate to Housing Services, and one in Regeneration and Environmental Services
(which relates to planning and development management).

CEO CS FCS HS 115 RENV Council
Service total0% within • % outwith

CEO CS FCS HS 115 RENV Council
Service total0% within • % outwith



Appendix 4b
Timely complaints handling − average days to respond

Stage I
Overall the council took an average of 4.7 days to deal with stage 1 complaints as at 3d quarter
2015/16, less than the CHP timescale of 5 days for frontline resolution, and less than the average for
2014/15 (4.9 days).

Average number of days to respond to Si complaints
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Specific service areas where the average days (as at 3 rdquarter 2015/16) to respond to complaints is
higher than the council average are:
• Corporate Services− an average of 6.2 days for 19 complaints (17 in Democratic and Legal

Services, averaging 6 days and two in Corporate Property and Procurement, averaging 7.5 days).
• Learning and Leisure Services − an average of 5.8 days for 137 complaints (80 in Resources,

averaging 6 days and 55 in Standards and Inclusion, averaging 5.7 days).

Stage 2
The council took an average of 15.5 days to deal with stage 2 complaints as at 3rd quarter 2015/16, this
is slightly more than the average for 2014/15 (14.9 days) but still within the CHP timescale of 20 days
for investigation stage.

Average number of days to respond to 52 complaints
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Specific service areas where the average days (as at 3rd quarter 2015/16) to respond to complaints is
higher than the council average are:

• Corporate Services − where the average of 18 days relates to one complaint.
• Learning and Leisure Services −an average of 21.9 days for 24 complaints (12 in Resources,

averaging 17.2 days and 12 in Standards and Inclusion, averaging 26.7 days).

CEO CS FCS HS 115 RENV Council
Service total
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Appendix 5

Category of complaint − stage I

As at 3rd quarter 2015/16, the top 5 categories of complaints at stage I overall were:

− Quality of service − 49.1% (617 out of 1,256 complaints)

− Policy/procedure − 17.8% (224 out of 1,256 complaints)

− Service failure − 10.1% (127 out of 1,256 complaints)

− Employee behaviour − 6.8% (86 out of 1,256 complaints)

− Other − 3.8% (48 out of 1,256 complaints)

% of S i complaints by category − Council total
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Category of complaint − stage 2
As at 3rd quarter 2015/16, the top 5 categories of complaints at stage 2 overall were:

− Quality of service − 47.1% (66 out of 140 complaints)

− Policy/procedure − 15% (21 out of 140 complaints)

− Other − 12.1% (17 out of 140 complaints)

− Service failure −
9 . 3 % ( 1 3 out of 140 complaints)

− Employee behaviour − 7.1% (10 out of 140 complaints)

% of S2 complaints by category − Council total
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Appendix 6

Improvements for 2015/16 to date

Changes made or improvements implemented as a result of complaints handling, or any action(s)
taken to reduce the risk of recurrence, are noted below.

What is the improvement? .. , W h a f the impact the improvement How/why.did this come about?
................... . . . . . . . . . . . . J . wiII,be/has:been:.

Regeneration and Environmental Services
Line managers will (a) routinely Improved level of service and Complaint about the delay in
review officers' casework load to response times for dealing with the council actioning and
ensure actions are completed requests received by the trading dealing with the complaint as it
timeously, and (b) a case study for standards service, was costing the complainant
civil advice staff on dealing with money each week.
these types of civil/criminal
crossover issues will be cascaded
to all relevant staff for
implementation.

Finance and Customer Services
The majority of the complaints Employees are better equipped to Direct result of feedback
received to date in E−Gasd are handle a wider variety of customer received about employee
being addressed by ongoing service situations. behaviour and the quality of
incremental improvements in our service.
training/monitoring processes and
a renewed focus on the skills
learned via the Customer Service
Professional Qualification (CSPQ).



Appendix 7
Compliments and comments
The volume of compliments received during 2015/16 to date as at 3rd quarter are noted below with the
specific service area, where known.

Volume of compliments Annual 2014/15 2015/16 YTD

Chief Executive's Office − this related to the cycling time trials at the I
Commonwealth Games

Corporate Services 405 323
Democratic and Legal Services − all relate to the Registration Service

Finance and Customer Services 96 82
E−GASD − all relate to the Contact Centre staff

Housing Services 73 59
Airdrie FSS 17 4
Belishill FSS 9 14
Coatbridge FSS 5
Kilsyth/Cumbernauld FSS 4
Motherwell FSS 11 10
Shotts FSS 3 1
Viewpark FSS 16 15
Wishaw FSS 6 2
Development, Q&P, capital programme 2 2
Repairs 5 6

Learning and Leisure Services 7 3
Community Information and Learning I
Resources I
Standards and Inclusion 5 3

Regeneration and Environmental Services 61 22
Facility Support Services I
Environment and Estates 4

Waste management 1 1
Countryside and landscape 3 3

Planning and Regeneration 10
Building standards 5 2
Planning − regeneration 2 2
Planning development management 3

Protective Services 35
Trading standards 9 2
Environmental health 23 1
Business regulation 3

Roads and Transportation Services 11
Roads strategy and design I roads and structures design 1
Road operations / asset management 10 1 11

Total 643 1 486

Comments
Two neutral comments were received during 2015/16 to date:
• One for Regeneration and Environmental Services (waste management) regarding installation of a

new split bin for Cadder Court residents. Feedback from the service indicated that the new recycling
provisions are ready to be implemented but that a suitable location for the bins has yet to be found.
Feedback has been sought from the residents and upon receipt of this, the work can be completed.

• One for Learning and Leisure Services (resources) regarding whether the health and safety policy in
primary and secondary schools is fit for purpose considering the increasing number of children with
allergies and other medical conditions.


