Complaints report for the year ended March 2003

 

 

A total of 297 complaints were recorded for the period April 2002 to March 2003, compared to 520 complaints recorded for the same period last year as detailed in the table below. This shows a reduction in complaints, mainly due to improved response to service requests by cleansing services, resulting in fewer complaints.

 

	Section
	2001/02

%
	2002/03

%

	Administration
	5
	2

	Ballyearl Arts & Leisure Centre 
	43
	28 (not fully recorded)

	Building Control
	3
	-

	Building Maintenance
	6
	6

	Chief Executives office
	3
	-

	Community Development
	9
	9

	Corporate Services
	8
	4

	Cleansing Services
	179
	58

	DS admin
	2
	1

	Economic Development
	2
	1

	Environmental Health
	9
	6

	Human Resources
	1
	-

	Financial services
	1
	-

	Leisure Services General
	6
	-

	Parks & Cemeteries
	98
	73

	Project Management
	6
	3

	Sixmile Leisure Centre
	51
	39

	Sodexho Restaurant
	2
	2

	Tourism
	5
	-

	Valley Leisure Centre
	90 (not fully recorded)
	59 (not fully recorded)

	Across sections
	-
	6

	Total
	529
	297


 

The average resolved time across all sections for complaints is 13 working days, with only 60% of complaints resolved within the specified time of 10 working days.  This does not meet the target of 90% of complaints to be resolved within 10 working days.  

 

Additionally, a survey of complainants was conducted in January 2003 to assess satisfaction with how their complaint was handled.  Only 51% of complaints were either very or fairly satisfied with how their complaint was handled, compared to 55% last year.

 

A working group has been meeting over the last few months to process map the complaints procedure and identify areas for improvement.  These improvements will be implemented from September 2003 and should result in improving the length of time it takes to resolve complaints.

 

