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Executive Summary

Members will recall the national local authority Complaints Handling Procedure (CHP) came
into effect in April 2013.

Since this time the Corporate Management Team and Audit and Scrutiny Panel (and former
Scrutiny Panel) have received an annual report outlining the council’s performance in
complaints handling against a suite of performance indicators developed by the Scottish Public
Services Ombudsman (SPSO).

This report provides an overview of performance for 2017/18. The analysis in terms of the
volume, outcome, and nature of complaints shows some evidence of change over time in terms
of complaints handling, but learning from complaints to inform improvements does not seem
as widespread as it perhaps could be.

Members are asked to review the complaints information and consider where there is scope
to improve the council’s use of this information to inform improvement.

Recommendations

It is recommended that the Audit and Scrutiny Panel:
(1) Note the contents of this report, and
(2) Identify any areas requiring further information or investigation which require to be added

to the Panel’s programme of scrutiny.

Supporting Documents

Council business
plan to 2020

Ensure the Council operates in a manner consistent with good
governance and best value

Appendix 1: 2017/18 Summary

Appendix 2: Performance results for 2017/18

Appendix 3: Scottish Public Services Ombudsman (SPSO) complaints

1. Background

1.1 Members will recall that the national two stage Complaints Handling Procedure (CHP)



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.

1.2 The two stage Complaints Handling Procedure (CHP) is embedded across all council
services. Social work (due to changes in legislation) implemented the two stage process
in April 2017.

1.3 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 received.
 Identify how effective a council is in using this information to improve services.
 Enable benchmarking between councils in order to share good practice.

1.4 Within the council complaints are dealt with by each respective service who record each
complaint on Lagan, the system used across the council for all aspects of complaints
handling. Services are also responsible for ensuring that each complaint is updated with
the relevant information when the case is closed.

1.5 Figures reported for the SPSO performance indicators within this report are derived
following analysis of the information extracted from Lagan.

2. Complaints performance

2.1 Complaints are a valuable source of information about services which help to identify
recurring or underlying problems and potential areas for improvement. The national CHP
has a learning from complaints element that requires councils to implement changes or
improvements as a result of complaints or for action to be taken to reduce the risk of
recurrence.

2.2 In addition, the new approach to auditing Best Value has a focus on effectiveness of
processes (not just processes themselves) and, as such, simply ensuring compliance
with the CHP is not an appropriate gauge of effectiveness.

2.3 For this reason the following analysis has been carried out over time (i.e. from 2013/14
to 2017/18) to assess effectiveness in complaints handling as well as the extent of
changes made as a result of learning from complaints.

Headlines

2.4 A summary of performance in complaints handling against the SPSO indicators is
detailed in Appendix 1. A more detailed breakdown is contained within Appendix 2.

2.5 Headline results show the following:

 Volume of complaints - The council consistently continues to deal with more than 9
out of 10 complaints at the initial point of contact; this reflects the frontline resolution
requirements of the CHP.



 Outcome of complaints - A large proportion of complaints continue to be upheld or
partially upheld; this exceeds those not upheld and suggests the council continues
to resolve many complaints on an individual basis compared to implementing
improvements, or changes to ways or working, to help ensure complaints do not
recur.

 Timeliness of complaints handling - With the exception of the specific waste issue,
the council continues to adhere to the CHP timescales, handling stage one
complaints in less than 5 days and stage two in less than 20 days.

 Nature of complaints - The majority of complaints dealt with relate to waste
management and housing. This is not unexpected given the frequency that the
waste service interacts with all 155,000 of the council’s properties, and that the
council is the largest local authority landlord in Scotland.

 Improvements - 37 improvements to services or ways of working have been
recorded since the CHP was introduced in 2013. This equates to one improvement
for every 250 complaints dealt with.

Scottish Public Services Ombudsman (SPSO) complaints

2.6 Should a complainant remain dissatisfied with the way the council has handled their
complaint, the matter can be raised with the SPSO. The SPSO is the final stage for
complaints, but they will only consider these after the complainant has completed the
formal procedure of the organisation concerned. This gives the organisation a chance
to respond and put things right.

2.7 Appendix 3 provides a summary of the complaints referred to the SPSO in 2017/18.

Next steps

2.8 To ensure complaints continue to inform improvements to services, contributes to the
council being able to improve outcomes for the people and communities of North
Lanarkshire, and aligns with the strategic Council Plan refresh and principles of We
aspire - A Shared Ambition, the programme of work over the next 6 months includes:

 Continuation of the cross council Complaints Handling Network comprising
representatives from each service to ensure ongoing data cleaning, quality control,
and identification of common issues in complaints handling and training needs.

 Reviewing complaints upheld or partially upheld as these continue to exceed those
not upheld. This work will aim to identify collective trends and identify if there are
efficiencies and improvements to be gained from addressing common issues a small
number of times, as opposed to resolving many individual complaints.

 Comparing the reasons and service areas where complaints are predominantly
received with trends in the nature of Elected Members enquiries to identify
similarities and areas for improvement.

 Development of case studies and best practice examples identifying and
implementing improvements to ensure continued learning from complaints.

 Integrating reporting of complaints within performance reporting and identifying any
impact of complaints on the delivery of the council’s priorities.

 Sharing best practice and learning through a variety of internal and external media.
 Continued attendance at the national Complaints Handlers Network to ensure

ongoing learning and benchmarking.
 Development of stronger links to SPSO case reporting.

3. Equality and Diversity

3.1 Fairer Scotland
There is no requirement to carry out a Fairer Scotland assessment in this instance.



3.2 Equality Impact Assessment
There is no requirement to carry out an equality impact assessment in this instance.

4. Implications

4.1 Financial impact
There is no financial impact.

4.2 HR/Policy/Legislative impact
There is no HR/policy/legislative impact.

4.3 Environmental impact
There is no environmental impact.

4.4 Risk impact
There is no risk impact.

5. Measures of success

5.1 Measures of success will be evidenced through improvements in complaints handling
and learning from complaints across the council. This will be reflected in identification
and implementation of improvements to service delivery, or changes to ways of working,
to help ensure complaints of the same nature do not continue to recur.

Business Solutions Manager



Appendix 1

2017/18 summary

Volume of complaints
• In 2017/18, the council dealt with 2,249 complaints at stage one, and handled 157 at stage

two. This reflects a 106% increase in stage one complaints and a 44% increase in stage
two from 2013/14. The increase at stage one is primarily due to the operational issues
resulting from the introduction of the 3 weekly collection cycle within waste management.

• The aim of the CHP is to resolve as many complaints as possible at the initial point of
contact or as close to this as possible; this ratio has remained relatively unchanged over
the period, with 9 out of 10 complaints being dealt with at the initial point of contact.

Outcome of complaints
• 58% (1,305 out of 2,249 complaints) of stage one complaints were upheld or partially

upheld, with 42% (944) not upheld.

• 36% (56 out of 157 complaints) of stage two complaints were upheld or partially upheld,
with 64% (101) not upheld.

• As more than half (58%) of all complaints resolved in the first instance (i.e. at stage one)
are upheld or partially upheld, but an even larger proportion (64%) are not upheld after
further investigation at stage two, this suggests a level of effectiveness in ensuring an
accurate and full response is provided the first time. However, this assessment is based
on the handling of the complaint, not the quality of the response.

• A number of complaints are still being converted to a request for service (288). Latest
figures show this can mainly be attributed to housing operations, environmental health,
roads operations, and land management. While signposting has been set up on the
council’s website to enable the public to direct their request through the appropriate
channels, there is perhaps more needs to be done to avoid double handling these
enquiries.

Timeliness of complaints handling
• Response times for handling complaints was affected by the volume of waste

management complaints over the autumn of 2017. Excluding these, the council has
responded to complaints within an average of less than 5 days for stage one and just
under 15 days for stage two. These timescales are well within those required by the CHP
(5 and 20 days respectively).

• Notwithstanding the volume of complaints received over a short period of time in relation
to waste management, the majority were actually dealt with within the five day deadline.
However, given the volume received the actual response to each customer’s complaint
took much longer.

Nature of complaints
Top 5 service areas for complaints
• Top five service areas for complaints (stage one and two combined) remains relatively

unchanged over the period:
• 45% of these relate to waste management
• 10% relate to housing repairs
• 10% relate to housing operations
• 9% to matters in schools
• 6% housing capital programmes



• The remaining 20% covers complaints about other service areas including roads, land
management, first stop shops / contact centre, and environmental health.

• Given that no other service within the council interacts with all 155,000 of North
Lanarkshire’s properties to anywhere near the same frequency as the waste service does,
it is not surprising that the most complaints received are about waste management.
Similarly as the largest local authority landlord in Scotland, with almost 37,000 tenants,
the volume of housing complaints received by the council is not unexpected either.

• Comparing the volume of complaints to the volume of service provided enables these
results to be considered in a more appropriate context, for example:

- complaints for housing repairs account for only 0.18% of the 135,787 repairs
undertaken

- waste management complaints equate to less than 0.01% of the 11.160m bin
collections undertaken each year

Top 5 reasons for complaints
• the top five reasons for complaints (stage one and two combined) in 2017/18 are:

- quality of service 43% - 1,041 complaints
- service cuts / changes 24% - 573 complaints
- policy/procedure 10% - 238 complaints
- other 5% - 127 complaints
- employee behaviour 4% - 101 complaints

Key points of note are that the volume of complaints regarding quality of service has remained
at a relatively consistently high level over the years.

Learning from complaints
• Over the period from 2013/14 to 2017/18, 37 changes or improvements have been made

to ways of working to ensure complaints of that nature do not recur
• This equates to almost one improvement for every 250 complaints dealt with.

Compliments and comments
• Compliments and comments play a role in improving service delivery as well as

complaints; 235 compliments were received in 2017/18, a similar level to the previous
year. There are no prevalent trends in terms of compliments or comments.



Appendix 2

Performance results for 2017/18

Volume of complaints

Stage 1

In 2017/18, 2,249 complaints were handled at stage 1.
This is a 39% increase from the previous year, and a
106% increase over the period.

Table 1 over the page shows the breakdown of complaints by service function.
The increase in 2017/18 is mainly due to waste management complaints.

Stage 2

157 complaints were handled at stage 2,
This is similar to the previous year,
but still almost a 44% increase over the period.

Table 2 over the page shows the breakdown of stage 2
complaints by service function - this shows a relatively low volume of complaints overall
and, as such, no significant trends are noted for any specific service function.

Less than 7% of all complaints are processed at stage two, 1% of these are due to their
complex nature and the need for more time to investigate fully, while 6% are appeals, where the
complainant has come back to say they remain dissatisfied with the outcome of their initial
stage 1 complaint and they wish to re-open the matter.

Ratio of stage 1 to stage 2

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

The ratio shows a small year on year improvement with a
higher proportion of complaints being dealt with at stage 1
compared to stage 2 each year.

This means we have been consistent over the years in dealing with
more than 9 out of 10 complaints at the initial point of contact.

2013/14 2014/15 2015/16 2016/17 2017/18
Change: 2013/14 to 2017/18

Number %

Number 1,095 1,667 1,800 1,622 2,249 + 1,154 + 105.4%

2013/14 2014/15 2015/16 2016/17 2017/18
Change: 2013/14 to 2017/18

Number %

Number 109 193 166 150 157 + 48 + 44%

2013/14 2014/15 2015/16 2016/17 2017/18

Ratio: stage one to stage two
90.9% to

9.1%
89.6% to
10.4%

91.6% to
8.4%

91.5% to
8.5%

93.5% to
6.5%



Volume of complaints by service function
Tables 1 and 2 below provide a breakdown of the volume of stage 1 and stage 2 complaints for
each service function.

Stage 1

Service function 2013/14 2014/15 2015/16 2016/17 2017/18
Change:

2013/14 to
2017/18

building standards 5 5 2 9 3 -2
community planning, learning, development, and
employability

11 5 4 3 49
+38

countryside and landscape 1 19 17 11 13 +12
education 54 234 190 244 220 +166
environmental health 18 30 23 23 20 +2
first stop shops / contact centre 19 20 25 8 33 +14
fleet operations 2 1 +1
housing, technical support capital/revenue
programmes

37 27 72 134 127
+90

housing operations 371 322 354 232 229 -142
housing repairs 402 289 304 201 188 -214
human resource matters 2 2 1 +1
council IT 3 +3
land management 9 13 13 36 113 +104
legal and democratic matters 8 7 206 19 18 +10
online information 1 2 1 +1
planning, strategic and regeneration 2 7 1 1 3 +1
planning, applications 10 12 14 6 10 0
property and procurement 1 2 +2
revenues and benefits 52 116 94 58 110 +58
roads and structures 2 8 10 2 2 0
roads operations 16 37 48 47 42 +26
school meals, cleaning/janitorial services 15 17 3 1 2 -13
trading standards 2 3 3 3 3 +1
waste 61 493 415 579 1,056 +995

total 1,095 1,667 1,800 1,622 2,249 +1,154

Table 1
Notes
• Increase in volume in 2017/18 is primarily due to the operational issues resulting from the introduction of the three

weekly collection cycle within waste management.
• Increase in volume in legal and democratic matters in 2015/16 related to proposals to fly a particular flag.
• Increase in volume in education in 2014/15 mainly related to a particular piece of school homework.
• Increase in volume in waste in 2014/15 mainly related to introduction of food waste collections and the move to a

revised collection schedule from a 5 day a week service to a 7 day a week service which incurred an increase in
missed collection complaints while customers became accustomed to the alteration to their collection day.

Stage 2

Service function 2013/14 2014/15 2015/16 2016/17 2017/18
Change:

2013/14 to
2017/18

building standards 2 0
countryside and landscape 1 1 -1
education 12 25 26 32 13 +1
environmental health 3 6 3 4 5 +2
first stop shops / contact centre 1 1 1 -1
housing, technical support capital/revenue
programmes

4 2 3 17 25
+21

housing operations 24 22 33 33 23 -1
housing repairs 21 42 31 20 53 +32
human resource matters 1 0
land management 2 2 8 3 1 -1
legal and democratic matters 5 8 3 -5
planning, applications 6 12 7 4 -6
planning, strategic and regeneration 3 2 1 -2
revenues and benefits 5 20 11 7 17 +12
roads and structures 4 3 6 1 -3
roads operations 18 26 19 24 24 +6
school meals, cleaning/janitorial services 1 1 +1
trading standards 1 0
waste 18 14 5 18 +18

total 109 193 166 150 157 +48

Table 2



Outcome of complaints

Stage 1

Overall, complaints upheld and partially upheld account for 58% of all stage 1 complaints (1,305
out of 2,249 complaints) compared to 42% (944 out of 2,249 complaints) not upheld.

Over time the proportion of complaints not upheld has increased (from 36.5% to 42%), with the
proportion upheld/partially upheld decreasing (from 63.5% to 58%).

Stage 2

Overall, complaints upheld and partially upheld account for 35.7% of all stage 2 complaints (56
out of 157 complaints) compared to 64.3% (101 out of 157 complaints) not upheld.

More than half of all complaints (58%) resolved in the first instance (i.e. at stage one) are upheld
or partially upheld, however a larger proportion of complaints (64.3%) 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.

Not resolved
Not all complaints are able to be resolved, this may be, for example, due to insufficient information
provided by the complainant in the first instance or services being unable to make further contact
to clarify a situation further as the complainant does not always respond to enquiries. Table 3
provides a breakdown of complaints not resolved.

Service function 2013/14 2014/15 2015/16 2016/17 2017/18

first stop shops / contact centre 2
housing, technical support capital/revenue programmes 2 9 1
housing operations 1 1
housing repairs 1 1 1 2
legal and democratic matters 1
land management 1 1 2 2 1
planning, strategic and regeneration 1
property and procurement 1
roads operations 1 1 1 3
school meals, cleaning/janitorial services 2 4
waste 17 9 4

total 5 22 14 19 13

Table 3

2013/14 2014/15 2015/16 2016/17 2017/18

Change: 2013/14 to
2017/18

Number %

upheld 583 746 640 695 1,163 +580 +99.7%

partially upheld 112 174 204 139 142 +30 +26.8%

Total upheld or
partially upheld

695
63.5%

920
55.2%

844
46.9%

834
51.4%

1,305
58.0%

+610 +87.9%

not upheld
400

36.5%
747

44.8%
956

53.1%
788

48.6%
944

42.0%
+544 +136.3%

Total 1,095 1,667 1,800 1,622 2,249 +1,154 +105.6%

2013/14 2014/15 2015/16 2016/17 2017/18

Change: 2013/14 to
2017/18

Number %

upheld 26 41 45 31 37 +11 +19.2%

partially upheld 16 28 27 27 19 +3 +68.8%

Total upheld or
partially upheld

42
38.5%

69
35.8%

72
43.4%

58
38.7%

56
35.7%

+14 +38.1%

not upheld
67

61.5%
124

64.2%
94

56.6%
92

61.3%
101

64.3%
+34 +37.3%

Total 109 193 166 150 157 +48 +37.6%



Withdrawn
Some complaints are withdrawn due to the complainant changing their mind or the issue being
resolved outwith the formal complaints process or, on occasions, the matter is not within the remit
of the council. Table 4 provides a breakdown of complaints withdrawn.

Service function 2013/14 2014/15 2015/16 2016/17 2017/18

community planning, learning, development, and
employability

6

education 6 6 10 8 9
environmental health 2
first stop shops / contact centre 2 1
fleet operations 1
housing, technical support capital/revenue programmes 3 4
housing operations 8 7 17 16 17
housing repairs 5 4 4 2 6
land management 1
legal and democratic matters 1 3
media/communications 1
planning, applications 1
property and procurement 1
revenues and benefits 1 1 2
roads operations 1
waste 1 4 6

total 23 22 39 28 57

Table 4

Request for service
Not all complaints received are actually a complaint but are, according to the SPSO Complaints
Handling Procedure, a request for service.

Table 5 provides a detailed breakdown of the volume of complaints recording request for service
as an outcome for each service function. This shows complaints classified as a request for
service can mainly be attributed to housing operations, environmental health, roads operations,
and land management.

Table 5

To assist the public direct their request for service accordingly when contacting the council,
additional signposting has been set up on the complaints website to show the 10 most common
reasons for requests for services often received as complaints. This is available to view at
http://www.northlanarkshire.gov.uk/index.aspx?articleid=32155

This provides links to contact details and online forms to report service specific issues, such as
missed bins, dog fouling, and street cleaning, and helps to ensure that requests are effectively
dealt with through the proper channel).

Service function 2013/14 2014/15 2015/16 2016/17 2017/18

building standards 1 2 3
countryside and landscape 8 5 17 9
environmental health 5 15 27 19 65
first stop shops/contact centre
housing, technical support capital/revenue programmes 4 7 26 7 8
housing operations 36 47 92 89 69
housing repairs 19 69 46 32 16
land management 22 94 106 78 38
planning, strategic and regeneration 1 1
planning, applications 2 2
property and procurement 1
revenue and benefits 1 1 1 1
roads and structures 2 13
roads operations 25 74 27 13 63
school meals, and cleaning and janitorial services 1 1
trading standards 1 1 1
waste 1 4 6 3 14

total 125 329 337 263 288



Timeliness of complaints handling

Stage 1 - response times / average days to resolve

In 2017/18, the council responded to 60.2% of stage 1 complaints
within 5 days. This equates to 1,355 out of 2,249 complaints,
with 894 complaints outwith the timescale.

After further analysis it can clearly be seen that this increase is average time taken to resolve
complaints is due to increase in waste management complaints.

Notwithstanding the volume of complaints received over a short period of time in this respect,
the majority were actually dealt with within the five day deadline. However, given the volume
received the actual response to each customer’s complaint took much longer. This relates to
622 complaints.

When the 622 waste management complaints relating to the specific issue are excluded, 87.9%
of complaints are responded to within the five day deadline. This reduces the average number
of days to respond to complaints to 4.8 days, and would mean that overall the council has
consistently taken less than the less than the CHP timescale of 5 days to deal with stage 1
complaints.

Stage 2 response times / average days to resolve

The council responded to 86.6% of stage 2 complaints within 20 days.
This equates to 136 out of 157 complaints, with 21 complaints
outwith the timescale.

Further analysis shows no specific trends in respect of stage 2 complaints.

This shows that overall the council has consistently taken less than the less than the CHP
timescale of 20 days to deal with stage 2 complaints.

2013/14 2014/15 2015/16 2016/17 2017/18

% responded to on time 89.7% 83.4% 87.5% 85.4% 60.2%

Average number of days
per complaint

4.5 4.9 4.6 4.6 15.1

2013/14 2014/15 2015/16 2016/17 2017/18

% responded to on time 80.7% 91.7% 92.8% 96.0% 86.6%

Average number of days
per complaint

17.3 14.9 15.5 15.5 14.8



Nature of complaint

Stage 1
Overall, the top 5 categories of complaints in 2017/18 at stage 1 were:
 Quality of service - 43% (972 out of 2,249 complaints)
 Service cuts / changes - 25% (573 out of 2,249 complaints)
 Policy/procedure - 10% (221 out of 2,249 complaints)
 Other - 5% (104 out of 2,249 complaints)
 Employee behaviour - 4% (101 out of 2,249 complaints)

The proportion of complaints in each category for 2017/18 compared to previous years is shown
in graph on the left below; the graph on the right shows the volume.

Table 6 over the page provides a detailed breakdown.



Table 6

2017/18
Category

Service function

Quality of
Service

Service Cuts /
Changes

Policy /
Procedure

Other - please
specify

Employee
Behaviour

Service
Failure

Waiting Times
/ Missed

Appointments

Failure to
Respond

Damage To
Property

Lack of
Information

Service
Specific

Total

building standards 1 0 2 0 0 0 0 0 0 0 0 3

community planning,
learning, development, and
employability

30 0 3 6 4 1 0 2 0 2 1 49

countryside and landscape 5 1 0 4 0 1 0 0 1 0 1 13

education 190 0 6 5 13 1 0 1 1 1 2 220

environmental health 1 2 3 2 6 1 2 2 1 0 0 20

first stop shops / contact
centre

16 2 8 0 5 1 0 0 0 1 0 33

fleet operations 0 0 0 0 1 0 0 0 0 0 0 1

housing - technical support
capital/revenue programmes

71 0 3 12 3 12 5 5 11 4 1 127

housing operations 90 0 38 10 32 18 14 11 3 8 5 229

housing repairs 105 0 7 4 4 29 21 9 4 4 1 188

human resource matters 0 0 0 0 0 0 0 1 0 0 0 1

IT 3 0 0 0 0 0 0 0 0 0 0 3

land management 72 0 5 15 2 2 0 5 10 0 2 113

legal and democratic
matters

1 0 11 4 1 0 0 0 0 0 1 18

online information 0 0 0 1 0 0 0 0 0 0 0 1

planning - strategic and
regeneration

0 0 1 0 1 0 0 0 0 1 0 3

planning applications 2 0 6 1 0 0 0 0 0 0 1 10

property and procurement 0 0 0 1 1 0 0 0 0 0 0 2

revenue services 16 0 72 6 5 2 0 3 0 6 0 110

roads and structures 2 0 0 0 0 0 0 0 0 0 0 2

roads operations 10 1 6 11 1 6 0 1 1 0 5 42

school meals, and cleaning
and janitorial services

1 0 0 0 1 0 0 0 0 0 0 2

trading standards 0 0 1 0 2 0 0 0 0 0 0 3

waste 356 567 49 22 19 24 5 3 3 6 2 1,056

Total 972 573 221 104 101 98 47 43 35 33 22 2,249



Stage 2
Overall, the top 5 categories of complaints in 2017/18 at stage 2 were:
 Quality of service - 43.9% (69 out of 157 complaints)
 Other - 14.6% (23 out of 157 complaints)
 Policy/procedure - 10.8% (17 out of 157 complaints)
 Employee behaviour - 7% (11 out of 157 complaints
 Service failure - 6.4% (10 out of 157 complaints)

The proportion of complaints in each category for 2016/17 compared to previous years is
shown in graph on the left below; the graph on the right shows the volume.

Table 7 over the page provides a detailed breakdown.

Note that with the smaller volume of complaints (which is to be expected at stage 2) trends in
specific categories are less prominent.



Stage 2: Volume of complaints for each specific service function by category

2017/18

Category

Service function

Quality of
Service

Other -

please
specify

Policy /
Procedure

Employee
Behaviour

Service
Failure

Service

Cuts /
Changes

Lack of

Informatio
n

Service
Specific

Damage to
Property

Failure to
Respond

Waiting
Times /

Missed
Appointm

ent

Total

building standards 0 0 0 0 0 0 0 0 0 0 0 0

countryside and landscape 0 0 0 0 0 0 0 0 0 0 0 0

education 11 0 0 1 1 0 0 0 0 0 0 13

environmental health 1 0 0 1 1 0 0 1 0 1 0 5

first stop shops / contact centre 0 0 0 0 0 0 0 0 0 0 0 0

housing - technical support
capital/revenue programmes

12 7 0 0 4 0 1 0 1 0 0 25

housing operations 8 1 5 4 2 0 1 0 0 0 2 23

housing repairs 31 2 9 3 1 0 2 2 2 0 1 53

human resource matters 0 0 0 0 0 0 0 0 0 0 0 0

land management 0 0 0 1 0 0 0 0 0 0 0 1

legal and democratic matters 0 0 0 0 0 0 0 0 0 0 0 0

planning - applications 0 0 0 0 0 0 0 0 0 0 0 0

planning - strategic and planning 0 0 1 0 0 0 0 0 0 0 0 1

property and procurement 0 0 0 0 0 0 0 0 0 0 0 0

revenue services 0 12 2 1 0 0 1 0 0 1 0 17

roads and structures 0 1 0 0 0 0 0 0 0 0 0 1

roads operations 0 0 0 0 0 0 0 0 0 0 0 0

school meals, and cleaning and
janitorial services

0 0 0 0 0 0 0 0 0 0 0 0

trading standards 0 0 0 0 0 0 0 0 0 0 0 0

waste 6 0 0 0 1 9 0 1 0 1 0 18

69 23 17 11 10 9 5 4 3 3 3 157

Table 7



Learning from complaints

37 improvements have been made since the Complaints Handling Procedure (CHP) was
introduced on 1 April 2013.

During 2017/18, 2 actions were identified by services in terms of improvements to service
delivery, or changes to ways of working, to help ensure complaints do not recur. These are
noted in the table below.

Complaint Action
Complaint made regarding the
approach by the Trading Standards
Officer

We reviewed this situation and amended our policy and
procedures regarding the issue of Fixed Penalties. This
ensures our approach now reflects a level of care to young
sellers that is consistent with our level of care to young test
purchasers.

The relevant line managers were involved in the review and
we are in the process of updating our enforcement document
in line with young sellers being treated the same as the
young test purchasers.

Complaint made to say there was a
lack of response to a request for
information with regards to land

Following investigation we advised the complainant that the
original complaint was logged via the council's website but
there was no record of this being logged and dealt with
thereafter. This appears to be have been an isolated
technical issue, however further checks are ongoing to
ensure there is no recurrence.

In addition, following an increased volume of complaints received in terms of waste
management a number of actions have been implemented to address the areas of operational
difficulties.

An interim report was presented to the Audit and Scrutiny Panel in October 2017 providing an
update on the implementation of the revised waste collection system.
https://mars.northlanarkshire.gov.uk/egenda/images/att86751.pdf

A further report will be presented to the Audit and Scrutiny Panel in December 2018 providing
details on the specific actions taken to address areas of operational difficulties reflected in the
data presented in this report. This will also provide an update of the transformation activities
that have been made to the waste service thereafter.

2017/18 2016/17 2015/16 2014/15 2013/14

Number of improvements each year 2 9 6 13 7



Compliments and comments

Compliments and comments play a role in improving service delivery as well as complaints.

Compliments

Service function 2013/14 2014/15 2015/16 2016/17 2017/18
building standards 5 2 6 9 6
community learning, development, and employability 1 1 1
countryside and landscape 3 3 3 1 1
education 6 3 5 11 8
environmental health 23 1 6 4 5
contact centre 96 82 97 109 114
housing, technical support capital/revenue programmes 2 9 5
housing operations 73 59 55 35 36
housing repairs 12 6 14
fleet operations 1
land management 1 7 13
members’ services 16
planning, strategic and regeneration 2 2 2 1
planning, applications 3 1
registration service 405 323 406 74 1
roads and structures 1 1 1
roads operations 10 11 16 13 9
school meals, cleaning /janitorial services 1 1
trading standards 12 2 2 2 2
waste 1 1 10 15
other - events 1 2

total 643 489 629 293 235

Comments
Comments made can be positive, negative, or neutral.

10 comments were received during 2017/18:
 2 were positive
 5 were negative
 3 were neutral

Positive
 Free meals for schoolchildren during the school holidays.

Negative
 Why cannot a 13 year old make his own way home from local school and that he has to

use council bus?
 I was at the Registration Service based in the Buchanan Centre, Coatbridge to record my

father's death. Whilst the service we received from the registration team was faultless, we
were shocked and upset by the physical aspects of our visit. The waiting area in the One-
Stop Shop, which was to the side of this large, noisy and busy zone. In the consultation
room, it continued with children banging the window. The previous location was perfect -
why change it.

 There are clear and large signs saying no dogs allowed at Drumpellier Country Park. When
I was there dogs were running freely amongst the kids. I called Drumpark service rangers
and was told that they cannot enforce the ban of dogs from playground as it is role of animal
welfare officers (environmental health). I am wondering why there are bans if there cannot
be enforced.

 I used the internal toilets at Drumpellier Country Park, but these were queued into the
corridor. There are external toilets but these are seldom open despite the growing numbers
since the Crannog was completed. It would be useful if the external toilets were open on
busy days like Sundays to take the pressure of the internal ones.



 I am trying to log an objection to a planning application. Despite logging in to do so, the
make a comment section is greyed out and I am not able to progress and lodge an
objection.

Neutral
 I visited your newly refurbished gym in Rawyards - it was a very good gym indeed, however

there are no cleaning sprays and disposable cloths to wipe the machines.
 Two sheriff officers came to my door. I advised I did not know of this person. They

confirmed my address with me and then proceeded to question me as though I knew who
this person was. I am not certain if they were there in relation to unpaid council tax or not.

 My daughter was involved in an incident during a gym session, I understand and am happy
that it was a total accident. What I don't agree with is that my daughter had a head injury
and I wasn't told until she walked out the school with a sore face and clear bruising on her
cheek, when I spoke to school I was made to feel like an over protective parent, and
brushed off with the same old excuses.



Appendix 3

Scottish Public Services Ombudsman (SPSO) complaints

In 2017/18 there were 78 complaints referred to the SPSO as categorised in the table below.

Category Number Proportion

Housing 14 17.9%

Social work 13 16.7%

Education 12 15.4%

Finance 10 12.8%

Environmental health and cleansing 8 10.3%

Planning 4 5.1%

Roads and transport 4 5.1%

Legal and administration 1 1.3%

Recreation and leisure 1 1.3%

Land and property 1 1.3%

Building control 1 1.3%

Other 1 1.3%

Subject unknown of out of jurisdiction 8 10.3%

Total 78

Following review by the SPSO, the outcome of complaints determined during 2017/18 are
summarised in the table below.

Stage Outcome Total Nationwide total

Advice Not duly made or withdrawn 17 253

Advice Premature 21 381

Early resolution Not duly made or withdrawn 2 38

Early resolution Out of jurisdiction (discretionary) 5 99

Early resolution Out of jurisdiction (non-discretionary) 5 113

Early resolution Outcome not achievable 8 85

Early resolution Premature 1 53

Early resolution Proportionally 13 314

Early resolution Resolved 2 29

Investigation Fully upheld 0 47

Investigation Partially upheld 1 49

Investigation Not upheld 1 69

Investigation Not duly made or withdrawn 0 1

Investigation Resolved 0 3

Note, the figures in the tables do not tally as some complaints received
at the end of the financial year may still be subject to determination.
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