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CUSTOMER CARE COMPLAINTS AND COMPLIMENTS BREAKDOWN FOR 2024/2025
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Stage 1 Complaints
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CUSTOMER CARE STAGE 1 COMPLAINT OUTCOMES FOR 2024/2025

806

Total Cases

rComplaint Outcomes

98 (12.16%)

160 (19.85%)

77 (9.55%)

4 (0.5%)

Response Outcome @ Complaint upheld in full @ Complaint not upheld @ Resolved @ Redacted Outcome @ Complaint upheld in part

161 (19.98%)

Non Council

303 (37.59%)

Withdrawn @ Remedy offered

Response Outcome gumber of Cases
Complaint upheld in full 303
Complaint not upheld 161
Resolved 160
Redacted Outcome 98
Complaint upheld in part 77
Non Council 4
Withdrawn 2
Remedy offered 1
Total 806




CUSTOMER CARE STAGE 2 COMPLAINT OUTCOMES FOR 2024/2025

18

Total Cases

rComplaint Outcomes

Response Outcome @ Complaint not upheld @ Complaint upheld in full @ Complaint upheld in part @ Withdrawn

1 (5.56%)
1 (5.56%)

5 (27.78%)

11 (61.11%)

Response Outcome yumber of Cases
Complaint not upheld 11
Complaint upheld in full 5
Complaint upheld in part 1
Withdrawn T
Total 18




CUSTOMER CARE STAGE 1 & 2 FULLY UPHELD COMPLAINT OUTCOMES FOR 2024/2025

Complaint Outcomes Upheld in Full by Classification Type

Classification Type @General @ Not coll... @ Not em... @Not em... @Kerbie b... @ Events ®Lock & ... ®Maintai... ®Recycling ® Customer @ Custom... @ Public R... ®@ Damage... * Litter bins ®Mainten... »

General Not collected Recycling

16

Customer Service Maintenance | Public Conv... | Sweeping
Not emptied - kerbie box

7

5 5 5
Health & Safety |Sports G... | Unprofes...

Public Relations

13

Not emptied - wheelie box/fo...

7 3
Damaged Bin Rolls of li...

p

1 L

10 Horticultural G... Spillages
Kerbie box not delivered Inaccur...

p. . .
Missin...

Accessibil...

Bonfires -... Other




