
 
 

ENVIRONMENT AND TRANSPORT OVERVIEW AND SCRUTINY 
COMMITTEE - 03 SEPTEMBER 2020 

 
CORPORATE COMPLAINTS AND COMPLIMENTS ANNUAL REPORT 

2019-20 
 

JOINT REPORT OF THE DIRECTOR OF ENVIRONMENT AND 
TRANSPORT AND DIRECTOR OF CORPORATE RESOURCES 

 
Purpose of Report 
 
1 The purpose of this report is to provide the Committee with a summary of the key 

Environment and Transport themes emerging from the County Council’s Corporate 
Complaints and Compliments Annual Report for 2019/20. A copy of this report is 
included as Appendix A 

 
Policy Framework and Previous Decisions 
 
2 A new Corporate Complaints Procedure was adopted by the Authority in April 2010 

which requires an Annual Report to be produced, analysing and reviewing complaints 
received during the preceding 12 months. 
 

3 The above report is presented annually to the Scrutiny Commission for consideration. 
 

4 At the request of the Scrutiny Commissioners earlier this year, a separate report was 
requested be taken to this Committee to allow for broader discussion of the key 
findings departmentally. 

 
Background 
 

5. The Complaints Team, which sits within the Corporate Resources Department of the 
County Council, manage and co-ordinate complaints relating to three separate 
complaints system: 
 

a) Adult Social Care - a statutory process 
b) Children’s Social Care – a statutory process 
c) Corporate Complaints – a non-statutory process, which considers complaints 

relating to other services provided by the Council and where there is no other 
form of redress. 
 

6. The Environment and Transport Department is contacted daily by residents, 
businesses and other parties with enquiries, concerns or requests for action to be 
taken.  Such reports are dealt with at a local level through the Customer Service 
Centre or through the Director’s office without recourse to the formal complaints 
process.  
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7. The Complaints team triage all requests directly received and apply a three-stage 
test in considering whether to record as a complaint. This is set out below 
 

 Is the Council responsible for the service? 

 Is it a first-time report or request for a service? 

 Has the department had a reasonable opportunity to respond? 
 

Dependant on the above assessment, the Complaints and Information team may 
either re-direct the enquiry through the Customer Service Centre or to another 
organisation and inform the individual. The nature of the enquiry or report is still 
registered to help inform any service improvements that may be required 
 

8. All other enquires are handled under our Corporate Complaints Policy which sets a 
maximum response time of 65 working days and consists of a single stage process 
with the option of requesting a review prior to escalation to the Local Government 
and Social Care Ombudsman (LGO). 

 
9. The Annual Report provides detail of all corporate complaints received and 

responded to. The remainder of this report will provide data and commentary solely 
on Environment and Transport performance and subject matters. 

 
Complaints received and responded to 
 
10. 231 new complaints were recorded in 2019/20 for Environment and Transport 

Services. This was an increase from 191 in 2018/19 (21%) 
 
11. At point of resolution, complaints are further segmented broadly following the LGO 

categorisation of Council services. Details appear below for the 219 complaints 
resolved during the year, together with the respective proportion that were upheld. 
Some complaints were not resolved in the same year and would therefore be 
reported in the 2020-21 annual report. 

 

Category Number of 
Complaints 

Number Upheld 

Transport and Travel Services (includes Blue Badges 
and Concessionary Travel) 
 

71 34 (48%) 

Highway Maintenance and Repair (includes 
Environmental Services) 

68 30 (44%) 

Highways regulation and Enforcement 34 11(32%) 

Waste Management 28 11(39%) 

Highways Design and Improvement 15 4 (27%) 

Other 3 2 (66%) 

TOTAL 219 92 (42%) 

 
12. At 42% upheld, the Environment and Transport department’s rate is comparable to 

the overall organisation (43%). 
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Response times 
 
13. The Council’s internal target has been to respond to 60% of complaints within  ten 

working days. This target was met in 2019-20 as detailed below 
 

 
 

14. Just two complaints (1%) exceeded the policy maximum of 65 working days. These 
figures compare favourably with the organisation as a whole. 
 

Key Themes 
 
15. The LGO classification of Council services is undertaken at a high level. Whilst this is 

helpful to mirror in terms of benchmarking, the Complaints and Information team also 
have sub categories to offer better insight into complaint themes. 

 
16. In this year’s annual report, three sub-categories were highlighted within the top 5 of 

complaints by volume. These were 
 
I. SEN and School Transport 

II. Highways Repair 
III. Environmental Services 

 
SEN and School Transport 
 
17. The clear majority of complaints in this category were received around the start of the 

academic year in September 2019. The trigger for this was that a later than usual 
start to the annual planning and commissioning arrangements (impacted by waiting 
for clarity from a Judicial Review) led to a situation where a number of SEN students 
did not have transport in place for the start of term. 

 
18. By way of further context, the volume of SEN Transport application requests has also 

increased sharply over the last three years. 1,910 students were in receipt of 
transport as of November 2019. This is a 14% increase from the equivalent point in 
2017.  

 
19. Against this volume of applications, complaints do remain relatively low at 2.5% of 

the overall applicants. 
 

Highways Repair 
 
20. This category always features prominently in complaint volumes but remains a very 

low percentage when set against the context of overall defect reports (0.18%) It is 
also important to note that complaints reduced this year (-0.1%). 
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21. Analysis shows the common theme within these complaints is that they relate to 
lower priority work that often does not meet the County Council’s thresholds for 
remedial action.  

 
22. Expectation management and clear communication is key here and whilst there are 

good examples of where the County Council has improved (Traffic Management) the 
fact that around 30% of these complaints are upheld shows work remains to ensure 
clear and timely explanations are given to residents. 

 
Environmental Services 
 
23. This category is split very equally by Grass Cutting and Drainage issues. Historically 

both have been reported separately and both have featured in the top ranked 
complaints recently. 

 
24. Although improvements can always be made, the Complaints Manager has seen 

clear improvements in responses to both these areas and this is not flagged as an 
area of concern. 

 
25. There have been clear improvements in the frequency of gulley emptying during the 

year following new commissioning arrangements and improved information available 
to the public regarding grass-cutting schedules. 

 
Local Government and Social Care Ombudsman Complaints 
 
26. The LGO opened enquiries on 7 complaints regarding Environment and Transport 

services during 2019/20. This represents a very small escalation rate within the 
context of complaints received (3%) 

 
27. The LGO issued Final Decisions on 5 complaints during the year with 1 finding of 

maladministration. This related to a vehicular access application and where the 
Ombudsman found that our information supplied was not altogether clear. An 
apology was made, and the Council agreed to make changes to the application form. 

 
28. No financial redress payments were recommended by the Ombudsman this year. 
 
Compliments 
 
29. 69 compliments were recorded regarding Environment and Transport services during 

2019-20. This is a significant increase on 2018-19 (21) This provides important 
balance to the annual report. 

 
Conclusions 
 

30. Although there has been a 20% increase in complaint volumes this year, this is 
broadly in line with other departments and complaint types. 

 
31. This report highlights two areas where there is clear improvement that can be made 

and which the Department are already progressing. 
 

32. There continues to be good ownership of complaints by the department and this is 
reflected in the healthy response times and low escalation rates to the Ombudsman. 
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Background Papers 
 
33. None 
 
Circulation under the Local Alert Issues Procedure 
 

34. None. 
 
Officers to contact 
 
Ann Carruthers  
Director, Environment and Transport 
Tel: 0116 305 7000 
Email: ann.carruthers@leics.gov.uk 

 

  
  
Simon Parsons 
Complaints and Information Manager,  
Corporate Resources Department 
Tel: 0116 305 6243 
Email: simon.parsons@leics.gov.uk 
 

 

 
 
List of Appendices 
 

Appendix A – Corporate Complaints and Compliments: Annual Report - April 2019-March 
2020 
 
Equality and Human Rights Implications 
 
35. This report does not highlight any specific equal opportunities implications over and 

above acknowledging the high volume of complaints regarding SEN Transport. 
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