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Appendix 1

1. Customer Feedback Scheme 2018/19 – Overview

The following provides a general overview and brief analysis of the feedback 
received for 2018/19. 

The data was provided by Service Feedback Co-ordinators using the CRM 
system reporting tool, which identifies levels of feedback received, together 
with examples of service change directly made as a result of customer 
comments, compliments or complaints. 

It is evident that not all feedback is currently captured on the CRM reporting 
tool and that whilst this report provides a picture of feedback activity there are 
improvements required to ensure that accurate data is captured going 
forward. Training for all system users is planned for 2019/20 to ensure that 
customer feedback is consistently logged and that any service development 
and improvements resulting from this can be captured and reported on.

2. Key findings

 The 10 working day response timescale for complaints was met 73% of 
the time. This is a 6% improvement on the timescales reported in 2017/18 
(67%)

 Online feedback is the most popular means of communication with 61% 
of customer feedback received via the Council’s website. This represents 
a 6% increase on web feedback in 2017/18. 

 Face to face feedback only accounts for 1% of the total feedback 
received. Whilst this remains low as in previous years it is recognised that 
comments and compliments made to individual officers across services 
are difficult to capture and may not be an accurate reflection of the level 
of activity in this area. 

 Only 34 (3.5%) of the complaints received progressed to Stage 2 of the 
complaints procedure.

 The highest number of complaints and compliments were received for 
highways and Streetcare.

 There were no Ombudsman investigations with all complaints referred to 
the ombudsman being resolved or closed. (see section 6)

 There is little data available for the Education Department with only 1 
complaint being reported with 11 complaints being referred to and dealt 
with under the Schools complaints policies. This is a priority area for the 
Customer Feedback Team going forward in ensuring all available data is 
captured and is currently being addressed.  
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3. Total Feedback received and comparison with 2017/18

4.  Total feedback by service areas

FEEDBACK 2018/19 Complaints
by Stage

Comments Compliments Total

 1  2

Arts and Theatres 3 0 1 18 22
Benefits
Council Tax

20
50

0
6

0
3

1
1

21
60

Customer Care 32  2 7    45    86
Corporate Estates  8 0 1 0 9
Cross Service Cases 
(Multiple services)  

53 2 8 14 77

Education 1 0 0 0 1
Highways and Street 
care

407 11 83 126 627

Legal (including 
elections)

2 1 1 0 4

Leisure 14 1 11 4 30
Parks and 
Countrysides’

36 1 14 9 60

Prosperity and 
Development

27 7 7 14 55

Public Health and 
Protection

43 3 8 7 62

Totals 696 34 144 239 1,113

       

 Feedback 2017/18 % 2018/19 %
Complaints 741 65% 730 66%
Comments  124 11% 144 13%
Compliments 267 24% 239 21%
TOTAL 1132 100% 1113 100%

“I would just like to thank you and all members of your team from the bottom 
of my heart, you have made my dreams come true, I feel I can now spend 
the rest of my life in peace. I am so happy and look forward to moving in to 

my new flat”… customer of home finder team
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5. Outcome of complaints

 Complaints outcomes for 2018/19 are logged under the following 4 
categories:

 Upheld - The Council considers that it has failed to provide a service 
or that the service delivered falls below the expected standard and/or 
is not in line with policy and procedure.

 Not upheld - The Council is satisfied that it has provided the service in 
line with relevant legislation, policy and guidance and meets an 
expected standard. 

 Partially upheld - An element but not all of the complaint meets the 
‘upheld’ criteria.

 Not determined -   Outcome is not determined or case is not closed 
properly.

36%

34%

9%

21%

Upheld
Not upheld
Partially 
Not determined

Complaint Outcomes 2018/19

Improvements have been made to the CRM to improve the quality of the 
categorisation of complaints in line with the requirements of the Public Services 

Ombudsman Wales. Further work is required to ensure all service areas are 
capturing feedback and that CRM users are all trained and confident to use the 

system ensuring complaints are both logged and closed properly.



4

6. Ombudsman complaints.

 36 Complaints were referred to the Office of Public Services Ombudsman, 
all of which were resolved successfully by the relevant service areas. 

 The figures below also include 14 complaints that refer to Adult and 
Children’s Services, the details of which are included in the Social 
Services Complaints Annual Report 2018/19.

 Further information and a breakdown of Ombudsman complaints can be 
accessed through the Ombudsman’s Annual Letter for RCT issued on the 
7th August 2019.

No investigation, 23

Early settlements, 5

Referred back to L.A., 
8

No investigation Early settlements Referred back to L.A.

Ombudsman Complaints 2018/19

Under the PSOW Act 2019: Shaping the Future the Public Services 
Ombudsman Wales has been given new powers to undertake own initiate 

investigations into Public Bodies in Wales. This means they do not have to 
have received a complaint to investigate an area of concern identified through 

themes or trends. More information can be found at 
https://www.ombudsman.wales/publications/

https://www.ombudsman.wales/publications/
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7.  Examples of service Improvements and actions taken as a result of 
feedback.

Corporate Estates 
 Review of toilet facilities for the public in all public facing buildings and offices 

resulting in a change of policy to allow use of toilet facilities at Sardis One4All.

Customer Care
 One4all – Blue Badge application form amended to make it clear as to the 

level of evidence required to enable an application to be processed.
 Website – procedure introduced for all Welsh Language Forms to be tested 

by a Welsh Speaker before they are made live on the website.
 Contact Centre - Alert system introduced to identify when call handling times 

exceed threshold, following complaint re. Length of 
call.

Leisure 
 Improvements to changing facilities at Tonyrefail.       
 Improved signage at Bronwydd swimming pool.    

Parks and Countryside 
 New dog waste bins installed with more regular collections.
 Water tanks in cemetery refilled before they become empty 

Prosperity and Development

 Improvements made to the system for checking and verifying applicant’s 
eligibility for a renovation grant.

 Staff reminded of their responsibilities under GDPR following a data breach 
where information on an Empty Property Grant was sent to the applicant’s 
relative in error. Additional guidance on the relevant system provided to staff 
to prevent a reoccurrence. 

On Monday I reported fly 
tipping. Today it was sorted 

efficiently. They even cleaned 
the area. Thank you!!

“Being a retired P.E. 
teacher it is wonderful 
to see the continuous 
work being done on 
the leisure centres in 

RCT” … customer

Further work has been identified as necessary in order to capture themes 
and service development as a result of customer feedback. This is a 

priority area for the Customer Feedback and Engagement Team along 
with the development of the ‘you said, we did’ website page.
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8. Compliments and Comments

 Compliments accounted for 52% of the feedback received for Customer Care 
the majority of which were thanking contact centre and One4all staff for their 
assistance.

 The highest number of compliments and comments were received for 
highways and street care with positive feedback relating to the promptness in 
which services were provided in particular responding to reports of fly tipping 
and repairs to highways and pavements.

 More compliments than complaints were received for Arts and Theatres with 
compliments representing 81% of feedback received.

9. Examples of comments and compliments

“Compliment to the advisor who took the call for a delivery of recycling bags, 
advisor was very polite, helpful and pleasant. Also to the recycling crew who 
delivered the bags in record time. Excellent service all round and would like to 
praise RCT for the service provided”…Customer - Crosscutting

“Thank so much for all of your help. You have been truly amazing. Please pass 
on my thanks to your team manager and please let them know that you are a 
fantastic person who is excellent at your job. Your help has made all of my 
questions and move very easy and I am extremely grateful for all that you have 
done. You are an asset to RCT and we need more people like you!!! Thank you 
again.” Customer – Council Tax

“Just wanted to say a big thank you to your wonderful library staff who were 
so helpful to me today and who went above and beyond. I don’t live in Wales 
anymore but the staff reminded me how warm and welcoming the valleys are” 
Member of public – Library Service

10.  Work programme and identified improvements.

“What a night! All of the performers were outstanding. It was so pleasing to see 
acts from our local communities on stage, under the lights and getting the 

applause that they so richly deserve”…..customer - theatres
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The Customer Feedback and Engagement Team has identified the following 
improvements to be undertaken as part of the Team’s work programme for 
2019/20:

 Improved training for all Customer Feedback Scheme Co-Ordinators 
will be provided in 2019/20 to ensure all feedback is both logged and 
closed appropriately on the Customer Record Management System.

 A mechanism for frontline staff to capture customer feedback to be 
developed, encouraging face to face comments and compliments to be 
formally logged. E.g. Customer satisfaction cards, customer survey. 

 Information on the Council’s Website will be improved with clearer 
information for customers on how to engage with the Council and 
provide feedback on services received. 

 The Customer Feedback and Engagement Team will analyse Public 
Services Ombudsman activity and use this information where 
appropriate to Benchmark Service areas against Ombudsman 
expectations and recommendations to other Councils following 
complaints and;

 along with relevant service areas, through improved analysis of 
customer feedback, identify where we can learn and make 
improvements to services or share examples of good practice

 Through the development of ‘you said we did’ provide feedback to 
Customers through a variety of Social Media channels and through the 
Council’s Website.

 The Manager of the Customer Feedback and Engagement Team will 
continue to represent the Council on the National Complaints Groups 
and will identify where we can develop the Customer Feedback 
Scheme through good practice noted in other Local Authorities.


