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1.   Introduction
The annual customer feedback report provides details of the complaints, compliments, comments
and other types of formal feedback received by Shropshire Council. The report covers the period 1
April 2018 to 31 March 2019. The annual customer feedback report is made available to members
of the public, councillors and council staff. The report complements the quarterly reporting and
regular monitoring reporting that takes place within the Council during the course of the year. The
ongoing work to monitor customer feedback ensures an up to date understanding of customer
experiences and enables the identification of learning and implementation of actions designed to
generate service improvement.

Complaints containing an element of social care fall under the statutory guidelines. These are
classed as statutory complaints for either adult or children’s services and are handled in line with
the statutory complaints procedures. The remainder of complaints are corporate complaints.
Corporate complaints relate to a support service or services that do not provide social care and
these are handled under the Council’s corporate complaints procedure. You can find out more on
Shropshire Council’s website.

This report covers both statutory complaints and corporate complaints, providing a whole council
view of formal customer feedback. Annual reports are also prepared for Adult Services and
Children’s Services allowing for a more detailed consideration of feedback for those service areas.
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Complaint
We aim to make it as easy as possible to
make a complaint. A complaint is a written
or verbal expression of dissatisfaction
about a service provided. Family members
and advocates may also make a complaint
on behalf of one of our customers. 
We will ask for consent to ensure that the
complaint is not being made against the
customer’s wishes.

Compliment
Many people get in touch with a compliment
when the information or support they have
received has exceeded their expectations. 
It is really helpful to learn when a service has
been provided well or when a member of
staff has done a great job. We like to
recognise compliments alongside any
complaints. It is good for us to say ‘thank you’
to our teams and staff members too.

Comment
Feedback about a service could be:

a suggestion to improve it.
a question as to whether something 
could be done differently.
an idea for delivering a service 
differently.
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2.   The Complaints Process
Shropshire Council encourages users of our services, their family members and carers to give feedback
and highlight any concerns so that they may be addressed as quickly as possible. If problems cannot be
resolved and the customer wishes to make a complaint, staff members can offer advice on how to make
a complaint. Support is also available from complaints officers based within Shropshire Council’s
Feedback and Insight Team. 

Speak to a member of staff
Telephone us: 0345 678 9000
Email us at: customer.feedback@shropshire.gov.uk
Visit the website:  https://www.shropshire.gov.uk/feedback/ 
Feedback can now also be submitted through the MyShropshire portal.

Complaints will be acknowledged within 5 working days of being received and we let the complainant
know how their complaint will be handled.

STAGE 1
An appropriate Investigating Officer will be allocated to the case and asked to investigate the complaint.
This is usually a manager within the service area the complaint relates to. The complainant will be
provided with a written response within approximately 6 weeks (12 weeks is the timescale for stage 1
and stage 2 responses and 6 weeks is usually allocated to each). In some complex cases it may take
longer than 6 weeks at stage 1 but we let the customer know if this extra time is needed and why. The
Investigating Officer will write to explain the outcome of their investigation, any learning or actions and
information outlining how to progress the complaint if the customer is not satisfied with the outcome.

STAGE 2 - Review
The complaint will be reviewed by a more senior manager, commissioner, or in most cases, the
Complaints Monitoring Officer. They will review the Stage 1 complaint and decide if there is more the
service can do to address the concerns raised. If the reviewing officer believes the service has done all
they can reasonably do, the customer will be written to and advised of this. They will also be given
information about the Local Government and Social Care Ombudsman.

Ombudsman
If a complaint cannot be resolved locally it can be investigated by the Ombudsman. The Council has a
timescale of 28 calendar days to provide a response to the Local Government and Social Care
Ombudsman (LGO). Responses are often complex, lengthy and require a large volume of appendices to
be collated, catalogued and returned to the LGO. Complainants can request to go to the Ombudsman
without a review if they choose to.

We cannot promise to get the result complainants want, but we do make sure that complaints are dealt
with as quickly and as thoroughly as possible and we work to keep customers informed of what is
happening and the progress being made. 
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3.   Customer  Feedback 2018/19

In 2018/19 there were 2,314 cases of formal feedback recorded by Shropshire Council. There were:

1,084 Corporate complaints

150 Adult Services statutory 
complaints (including provider 
complaints)

46 Children’s Services 
statutory complaints

562 comments and other types 
of enquiry

12 premature complaints cases

460 compliments

Complaints formed 55% of all cases, followed by comments and other enquiries at 25%. 20% of all
customer feedback cases were compliments.

A separate report is available for MP enquiries since MP enquiries often relate to complaints and inclusion
would result in double counting and the over reporting of cases.
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Over the year, the monthly average was 193 customer feedback cases. July 2018 saw the greatest
number of cases at 236, followed by June 2018 at 225 cases. December 2018 had the lowest
numbers of feedback at 105 compared to 2017/18 when December had the highest number at
222. Overall case volumes increased over the course of the 3 years. On average 107 complaints
were made to Shropshire Council each month (compared to 93 in 2017/18 and 77 in 2016/17).

The first 2 quarters of 2018/19 (April to September 2018) saw a greater volume of customer
feedback cases than any other quarter in the year with 26.5% of all feedback in each quarter.
Feedback levels remained at similar levels across the year showing a constant flow of feedback to
the Council. 

Quarter 1 (April to June 2018) = 26.5% of all customer feedback

Quarter 2 (July to September 2018) = 26.5% of all customer feedback

Quarter 3 (October to December 2018) = 21% of all customer feedback

Quarter 4 (January to March 2019) = 26% of all customer feedback 

There were 1,281 complaints made within the year, a 14% increase from 2017/18. ‘Service
standards’ was the main category under which complaints were made. Only the main or dominant
issue may be recorded and it should be noted that some complaints are more complex and cover a
number of different categories. Within ‘service standards’ there are a number of sub categories and
analysis highlights that ‘service standards – poor quality of work/service’ and ‘service standards –
failure to provide a service/take action’ were the dominant sub categories. ‘Decisions’ was the
second main category under which complaints were recorded in 2018/19 followed by ‘staff
(including behaviour or capability)’ The dominant sub category within that was ‘staff behaviour’. It
seems likely, when reading the complaints in full, that a proportion of complaints have been
generated as a result of service or budget reductions.

During 2018/19 Shropshire Council took an average of 14 working days to respond to stage 1
complaints which is an improvement on the 20.4 working days in 2017/18 and 20.2 working days
in 2016/17. This is well within the 30 day timescale Shropshire Council works to and it is
encouraging to see timescales have not increased as a result of a growth in numbers of feedback
cases and complaints. However it should be noted that there is significant variation around the
average and some cases, particularly complex complaints, can take longer than the 30 days
allocated to respond. The Council has 60 working days in total to respond to corporate complaints,
30 working days for each stage (stage 1 and stage 2). Days to close is a key measure within
ongoing performance monitoring.
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Some types of service are more likely to result in complaints than others and the chart over page
highlights complaints by directorate. Shropshire Council’s Place Directorate handles the largest
proportion of complaints compared to other directorates within Shropshire Council. 

Taking a closer look at the breakdown of complaints by service highlights that Highways and Transport
received 30% of all Shropshire Council’s complaints during 2018/19 followed by Adult Services at 16%.
Children’s Services received 12% of complaints followed by Waste Management (9%) Planning (9%)
and Revenue & Benefits (5%) and Regulatory Services/Public Protection (5%). 

Highways is the service area with the most significant volumes of complaints within the last year. This
department includes services used by every household in Shropshire and this factor contributes to
higher volumes of customer feedback. However, some of the Highways complaints cases have been
complex and difficult to resolve and it is recommended that this is an area of focus for 2019/20 (see
recommendations later in the report).

Adult Services complaints numbers are similar in number to the previous year but there has been an
increase in complaints for Children’s Services. Separate reports on Adult Services and Children’s services
explore the complaints and customer feedback received by these service areas in more detail.
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At the end of 2018/19 1,132 stage 1 complaints were completed or closed. 109 stage 1
complaints remained open. 

Of the closed stage 1 complaints 19% were upheld (210 complaints), 16% were partly
upheld and 34% were not upheld.

Of the complaints that were upheld, 30% were with Highways and Transport and 19% were
with Waste Management.
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4.   Progression of Complaints
Effective stage 1 complaint handling can reduce the number of stage 2 complaints. It is important
to understand how many complaints progress beyond stage 1 and this is a measure included
within regular performance reporting. During 2018/19 only a small proportion of all the
complaints Shropshire Council received progressed beyond stage 1.

During 2018/19 50 of the cases received went on to require further investigation at stage 2
and/or at the LGO stage. Occasionally some complaints may progress prematurely to the LGO
without a stage 2 investigation. The table below shows the number of closed complaints within
the year that progressed beyond stage 1 by directorate and the chart below highlights the
outcome of those complaints.

*Note: Legal Services manage complaints for the Council so complaints allocated to this
directorate are not usually complaints against the directorate itself.
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Stage 2 LGO
Total investigations
beyond stage 1

Adult Services 0 11 11

Children's Services 3 0 3

Finance, Governance and Assurance 2 0 2

Legal and Democratic Services* 2 4 6

Place 17 9 26

Public Health 1 0 1

Workforce and Transformation 0 1 1

Total 25 25 50



The Shropshire annual report from the Local Government Ombudsman (LGO) highlighted that 91
complaints and enquiries were made to the LGO from Shropshire during the year and 88 of those
were considered more closely by the LGO (see Appendix 1). Of those, 33 resulted in an
investigation outcome of upheld or not upheld: 13 were not upheld and 20 were upheld. The LGO
reports Shropshire Council’s upheld rate at 61%. The LGO national total upheld rate is 58% but
the LGO have calculated a rate for authorities similar to Shropshire and that 2018/19 average
uphold rate is 55%.

Some of the complaints the LGO investigated related to complaints received by Shropshire
Council before the start of the financial year (and so not covered within this report).

Appendix 2 highlights findings and recommendations made by the LGO within 2018/19. All
recommendations are monitored and actioned by the Shropshire Council service area responsible
for the complaint, and in most cases overseen by the service area’s Director.

Overall Shropshire Council hasn’t performed as well as it has done in previous years:

In 2016/17 11 cases were upheld and the uphold rate was 48%. 

In 2017/18 8 cases were upheld and the uphold rate was 32%.

Similar numbers of cases are progressing to the LGO (90 in 2016/17, 84 in 2017/18 and 91 in
2018/19).

There is a recognition that the learning from complaints may help to reduce complaint numbers
in future. Learning is explored in more detail later in this report.
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5. Annual Comparison 2017/18 and 2018/19

Number of compliments – decreased 
In 2016/17 646 compliments were recorded for Shropshire Council, in 2017/18 the Council
received 541 compliments, and in the last year (2018/19) 460 compliments. Compliments
average at 38 a month with fewer compliments recorded in April and December than in any
other months of the year. Overall the numbers of compliments received are fairly steady over
the year but quarter 3 saw the least number of compliments overall.

Number of complaints - increased
The number of complaints received was 1,281 in 2018/19 compared to 1,119 in 2017/18 and
922 in 2016/17. Complaints have increased by 14% between 2017/18 and 2018/19 (there was
a 39% increase from 2016/17 to 2018/19). A positive consideration is that people feel able to
complain but the significant increase does suggest that the consequences of local authority
budget reductions may be impacting on customer experience in some circumstances.  

Nature of complaints - problems remain similar
The problems raised within complaints remain very similar to the patterns seen over previous
years. Although Shropshire Council has changed the way it categorises complaints in order to
improve in year reporting, reading the complaints and considering sub categories, shows
patterns remain stable. There has, perhaps been a slight reduction in the numbers of complaints
made about staff members. Under the overall category of service standards (under which the
majority of complaints fall) complaints commonly refer to failure to take action (sometimes
expectations are beyond services the Council can deliver), poor quality of service, lack of
communication and delays. 

Days to close – Average days to close improved 
In 2016/17 it took Shropshire Council an average of 20.2 working days to close stage 1
complaints. In 2017/18 this increased marginally to 20.4 working days and in 2018/19 there
was significant improvement with the average being 14 working days. This fell well within the
30 day corporate timescale we work to for stage 1 complaints. This is good performance
considering the increase in complaint numbers overall and could reflect the increased
investment in resources to ensure complaints are dealt with in a timely manner.

Similar

W
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Better

W
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Outcome of complaints –  Fewer complaints upheld 
In 2017/18 24% of cases were upheld, 22% were partly upheld and 35% were not
upheld, (other cases may have been withdrawn, resolved on the spot or resulted in a ‘no
finding’). In 2018/19 19% of cases were upheld, 16% were party upheld and 34% were
not upheld (the remainder were withdrawn, had no finding or were resolved in other
ways). Overall the proportions of cases both partially upheld and upheld have reduced.
If significant proportions of complaints are upheld this would be a concern and suggest
some problems need to be resolved. If very few cases are upheld that could indicate the
Council is not willing to accept fault. Quality checking of complaint responses remains in
place and enables a balanced approach.

Complaints progressing beyond Stage 1 – similar proportion  
In 2017/18 2.4% of all cases progressed beyond stage 1 and in 2018/19 the proportion
was 3.9% (50 cases). This is a slight increase but due to small numbers it is difficult to
determine whether or not this slight increase is significant. Overall, performance remains
good with only a small proportion of complaint cases progressing beyond stage 1.
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6.   Example Compliments
Shropshire Council received 460 compliments during 2018/19. Many of the compliments highlight recognition
for staff members who provided a higher standard of service or care than customers expected to receive. 
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Compliment from a parent for a Children’s Services
social worker: “She worked extremely hard for my
family. She is very passionate and cares deeply for the
children she has in her care. I wouldn’t have got
through the last few months without her, she really is
a very dedicated and tenacious professional.”

Compliment for Children’s Services social
worker: “We will miss you, you have been the
best social worker. I will keep in contact with
you. Love you lots xx”

Compliment for Registration Services: “Please
accept our overdue thanks for officiating at
our recent wedding in the Old Mission Hall.
We both very much enjoyed the ceremony
thanks to your guidance and relaxed manner. 
It was ours, and many of our guests, first time
attending a civil wedding ceremony and
everyone commented on what a beautiful and
meaningful ceremony it was. We had a lovely
lantern walk up to the Prince Rupert Hotel 
and all our guests left with great memories
and a very positive impression of the town 
and its people.”

Compliment for Registrars: “My family and I would
like to thank you from the bottom of our hearts
for the beautiful service that you led for my
mother last week. It was exactly what we wanted -
a fitting, and very personal, tribute to her. You
wrote and delivered it with compassion, sensitivity
and just the right amount of humour in places
which always helps take the edge off sadness at
such times. We loved the way you told mum’s life
story, like a thread running through all the
different elements, and my mum would have
approved. She would have liked you very much.
Our friends commented afterwards on what a
lovely service it was.  You were exactly the right
person to help us through what has been a
difficult and upsetting time. For my dad, the
service started the healing process and we are
grateful for that.  We wish you well in all that you
do and thank you once again.”

Compliment for Highways: “Please will you ensure that our
grateful thanks are passed onto the gentlemen who so
valiantly cleared Beeches Lane of snow yesterday and
today. Apart from the fact that they worked really hard
(especially the guy who came today) they were charming
and helpful. We've been stuck here for six days so your
support and help is much appreciated by us. Thank you.”

“I just want to thank the Highways
Department for organising the resurfacing
of [road name removed], Market Drayton.
The road surface is so much better and
safer for pedestrians, cyclists and vehicles.
The works were undertaken very
efficiently, with minimal disruption and
very quickly. I would be grateful if you
could pass on my thanks to the contractors
who have done a fantastic job ... let’s hope
it lasts as long as the original road.”

Compliment for Adult Services:
“May I take the opportunity to
thank you for the part you and
colleagues played in meeting
Mum's needs and for helping
me through the management 
of her affairs.”

Compliment for START
team: The Short Term
Assessment and
Reablement Team
(START): “START were
super! They were such a
great help and so 
lovely, caring, polite 
and professional.”



7.   Example Complaints
Shropshire Council received 1,281 complaints during 2018/19. Some example complaints have been included
below to highlight the type of feedback Shropshire Council receives. These examples were not all upheld and
some related to a lack of understanding of the service Shropshire Council was able to provide. Where
necessary wording within complaints has been removed within the examples to ensure anonymity. The next
section of this report looks more closely at learning and the actions taken following complaint investigations.
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Complaint for Parking Services: 
“I tried to pay using my card for
parking at the car park in
Shrewsbury opposite The Village.  It
froze after I put in my pin so after a
long wait I cancelled it and then
paid cash. I have been charged £1.50
on my card too. I would like this
amount back plus an apology for
this waste of my time. Thank you.”

“Your website continually failed, every time I tried to submit my council
tax application. I now have absolutely no idea if it has worked or not.
Your website is completely unreliable. I couldn't even leave feedback
about the above as that button would not work either. My browser
refused to load the feedback page telling me the site was not secure.
This is not the first time I have had trouble trying to do something
online at shropshire.gov.uk recently. But in the past your website has
worked fine. What has gone wrong lately?”

Complaint for Highways: The
customer was riding their bike
through Bridgnorth St Mary's Street
at around 6:30am for work and
happened to hit a pot hole and fall
off of his bike. “My bike has been
damaged, broke the front steering
forks and the wheel is out of line to
the steering. Because of this I feel
that the council should pay for this
as I pay my council tax like everyone
else so I don't have to endure things
like this, my foot also has been
killing me but I'm hoping in time
that will heal.”

Customer has called to make a complaint that her mother’s waste
keeps getting missed. Each time it is missed the customer says they
have to call to report a missed collection and she's getting tired of
doing this. Her mother is on the assisted collection.

“A street cleaning truck made a
U-turn on the driveway of this
property and in the process
brushed shards of glass and wire
onto the driveway. A young child
of the property then cut her leg
on the glass badly and needed to
go to A&E for stitches. This was
only just reported as the
occupant saw the truck doing it
again this week.”

The customer paid for bulk collection 
of 2 sofas which should have meant a 
2 man team being sent to the address.
However, when they arrived there was
only one person meaning that the
customer’s disabled husband had to help
to move the sofas on to the collection
vehicle. Customer would like a refund as
she paid for a two man team to remove
the items so her husband would not
have to take them himself. 

The customer phoned
objecting to paying the same
council tax as other residents.
“Our street does not receive
the same services as them
such as road maintenance,
street lighting, sweeping etc.”

“I have been trying to contact the licensing department regarding my
mini bus licence but I am not able to contact anyone by phone to
discuss the problem. I first phoned 03456789000 but was unable to
get through I then found out the number of the licence department
and phoned every day to try and get through.  All that happens is I
listen to music and a recorded message, but no one answers the call. 
I understand that you may be busy but this is unacceptable.”
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8.   Learning  and Actions
Shropshire Council recorded learning and or actions against 17% of complaints in 2018/19. 10.3% of
complaints had an improvement action recorded and 6.7% had a learning point recorded. The charts
below highlight the primary action and learning point recorded.

Of the actions that were recorded against complaints closed in 2018/19:

44% were to make an apology

23% were to improve customer care

13% were to arrange employee training or guidance.

11% were to provide additional information or explanation

Consideration of the learning points recorded during the year highlights:

43% of learning points
related to communication/
information

27% of learning points 
fell into the category of 
delivery or non-delivery 
of a service

16% of learning points 
were in relation to 
service quality

Other types of learning 
points were not seen in 
any significant numbers.
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9.   Example Learning and Actions
Shropshire Council works to record, and act on learning from complaints to avoid any
mistakes from being repeated and implement improvements where they have been
identified. Examples are shown below to highlight the type of action taken in order to
minimise the number of complaints received and try to ensure that customers receive a
good standard of service. Wording within the examples has been altered slightly for
simplicity and to ensure confidentiality.

Discussions have been held with the social worker and service manager following a
complaint relating to the social worker’s professionalism. It was agreed that the social
worker's practice will be monitored to ensure that good practice is observed, and an
apology has been offered to the customer for the difficulties that she has faced.

A customer was unhappy with the behaviour of the bus driver towards his son.  An
apology was offered to the customer and it was recognised that the service was not
acceptable. Shropshire Council requested that the bus operator provided a new regular
driver and passenger assistant for the route. 

Teams have been reminded to ensure that they are communicating with families and
ensuring phone calls are returned in a timely manner. 

Due to the large number of referrals and reassessment Adult Social Care undertakes
each year it is sometimes difficult to respond immediately to calls but they try to meet
the statutory duties. Adult Social Care is looking at ways to prioritise the waiting list
and reassessment list.

Comments with regards the speed in which customers were responded to and the
ongoing support needed will be discussed at a team meeting with staff and used as an
example for a piece of training. 

Members of staff have been informed their behaviour was unacceptable to the public.
All drivers representing Shropshire Council need to ensure that they observe the code
of practice.

The Council has agreed to refund the charges paid by [name removed] son for 
transport to college and offered an apology. It will also review its policy on transport
for adult learners.
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I didn’t really want to make a complaint.

I hoped that if I told the council about my
experiences, lessons would be learnt, things
would change, and other people wouldn’t
experience the same situation again.

A memo will be sent to officers dealing with education, health and care plans
reminding them of the need to complete the process within 14 weeks unless there are
exceptional circumstances. That memo should particularly remind officers to follow up
with the school when council officers are unable to attend the review meeting to
ensure there is no delay providing the review paperwork.

A memo to be sent to all staff dealing with complaints to remind them of the need to
follow the Council’s complaints procedure.

At the next team meeting it will be reiterated to staff the importance of reading
through reports and checking the information within them is correct. The importance
of families having the outcome of their assessment at the earliest opportunity will also
be raised. 

Although there are no statutory obligations for agencies to inform the Local Authority
Designated Officer (LADO) when a worker is re-appointed following dismissal,
following the impact of this in this case, Shropshire Council will make it clear to
agencies that this is good practice.

Shropshire Council will endeavour to respond to all service requests in a more timely
manner in the future. Shropshire Council will continue to remove fly tipping from land
we are responsible for and investigate those incidents as far as we are able. If there is
evidence that is suitable to support prosecutions then that will be acted on.



10.   Conclusions
Local data highlights that, overall there were more cases of customer feedback recorded in 2018/19
compared to the last two years. There was an increase in all types of cases of 5.8% from 2017/18 to
2018/19 and a 14% increase in complaints within the same time period. The nature of complaints
remains similar. Stage 1 complaints handling remains effective with a small proportion of complaints
progressing to Stage 2. The only area where there has been a reduction in cases of feedback are
compliments (15% fewer between the years 2017/18 and 2018/19).

A close analysis of complaints by service area (separate and more detailed reports are provided for
Children’s Services and Adults Services) highlights the main themes for services receiving the
greatest number of corporate complaints. Please note that these are reported issues and not
necessarily upheld complaints:

• Highways & Transport – Highways and Transport received a significantly larger number of
complaints than any other area of service in 2018/19. Complaints refer to a lack of
response/communication, lack of action or delays, complaints about condition of highways
such as potholes, parking, road closures/road works and flooding/drainage. 

• Waste & Recycling – repeated missed collections, mess caused by rubbish not contained by
bins, not returning bins or recycling containers to properties after emptying, attitude and
behaviour of individuals collecting waste.

• Revenue & Benefits – delays in service, difficulties contacting the service, customers believing
mistakes have been made, challenges setting up payments and complaints about poor
customer experience.

• Planning – failure to respond to communications, delays/time taken to progress applications
and lack of enforcement action taken.

Overall the LGO received 91 enquiries from Shropshire in 2018/19 and 88 of those were considered
in detail, 84 in 2017/18 and 90 in 2016/17. Overall performance in terms of numbers of cases
referred is similar across the 3 years. The LGO annual
data includes upheld rates as key measures of
performance. In 2016/17 Shropshire Council’s upheld
rate was 48%, in 2017/18 it was 32% and in
2018/19 the uphold rate was 61%. The small
numbers mean percentages fluctuate significantly
but nevertheless this will need to be an area of focus
in 2019/20.
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11. Progress Update
There have been a number of developments over the last 12 months as recommendations set out
within the Annual Report 2017/18 have been implemented. Key achievements over the last 12
months are summarised below:
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Action 2017/18 Progress Made

1 Reminding staff of the
importance of recording
formal customer feedback.

Regular staff communications have been taking place to remind staff of the
importance of reporting all types of customer feedback for recording within
the customer feedback system. Numbers and patterns of feedback remain
steady suggesting that reporting is effective and that under reporting has
not been a problem.

2 Highlighting the need for
robust communication as a
way of reducing complaint
numbers

Communication is a common concern among complainants, as Shropshire
Council teams and services struggle to respond to correspondence as
effectively as they would like to. The need for robust communication as a
means of reducing complaints has been well communicated to staff over the
last 12 months. Despite efforts by many teams to try and address this
problem, staff reductions and increased demand for services means this is an
ongoing issue.

3 Undertaking ongoing
analysis and reporting to
understand complaint
themes and trends

New performance reporting has been introduced within the last 12 months
to ensure services are able to understand the nature of complaints and any
changes over time. Where themes or concerns have been identified remedial
action has been taken. In-depth regular reporting has been undertaken for
service areas in need of additional support in the handling of complaints.

4 Maintaining a focus on
complaint timescales

Time taken to respond to complaints remains a key performance measure.
Performance has improved overall in the last 12 months but ongoing
attention is needed to reduce the number of long running, complex
complaints exceeding the target timescale.

5 Reminding complaints
investigators of the need to
report learning and actions
resulting from complaints

The availability of new forms within the new IT system for complaints
means that it is now much easier to record learning and less time
consuming to monitor the implementation of actions and recommendations
resulting from complaints. Ongoing reminders of the importance of
recording learning and actions need to be delivered, particularly for
corporate complaint investigators.

6 Monitoring the number of
complaints progressing to
stage 2 or to the
Ombudsman

Due to improvements in the data collected for complaints at stages beyond
stage 1 it is now much easier to monitor the numbers of complaints
progressing to stage 2 and the Ombudsman. 

7 Ensuring staff support is
available for complaint
handling

Staff support is important on an ongoing basis. The Feedback and Insight
Team work to support staff handling complaints, providing guidance,
templates, advice, reminders on timescales, and checking the application of
good practice. The team also does its best to support staff who may be
subject to a complaint and have concerns about the process.



Customer Feedback Annual Report – Shropshire Council 2018/19

19

Action 2017/18 Progress Made

8 Working to deliver ongoing
improvements within the
handling of provider
complaints

Good progress has been made in this area, with priority given to social care
provider complaints. Information has been shared through training sessions,
email and local newsletters. Ongoing attention is needed for this long-term
project.

9 Making public information
available to increase
awareness of complaints
processes

Significant progress has been made to improve the information available for
members of the public. New complaints leaflets are available within
information packs and online. Websites have been updated and members of
the public can now complain using the My Shropshire portal. Plans are also
underway to produce complaints videos.

10 Implementing the new IT
system for customer
feedback

The new IT system for complaints and customer feedback was implemented
in October 2018. The system is not fully implemented for all types of formal
feedback and further development is required but all complaints are now
being managed through the new system.

11 Providing training and
guidance for Shropshire
Council staff in good
practice complaints
handling

Plans to implement online complaints training for staff have been put on
hold due to the time requirements needed to implement a new complaints
IT system. However, face to face training has been delivered throughout the
year, with particular emphasis on staff training for adult and children’s
services and statutory complaints.



12. Recommendations
The following recommendations for 2019/20 are designed to allow for ongoing improvement in
the application of Shropshire Council’s complaints procedures and in the work undertaken to
obtain and respond to customer feedback.

1. There has been an overall increase in the number of complaints made to Shropshire Council
(and an overall increase in the number of customer feedback cases). There are a wide range of
factors influencing this trend including population increases and increased demand for
services, pressures on public sector budgets and reducing staffing levels, a cultural acceptance
of the importance of customer feedback and increased confidence in making complaints etc.
It is recommended that work takes place through 2019/20 to identify where there may be
opportunities to encourage informal customer feedback, increased information sharing and
communication to manage expectations that may allow concerns to be addressed at an
earlier stage before they become formal complaints.

2. Some service areas have higher volumes of complaints due to the nature of their work and
there has been little change in the patterns of complaints by service area. However, there are
significantly more complaints for Highways and Transport than there are for other service
areas and Highways and Transport complaints have increased as a proportion of the Council’s
overall complaints. It is recommended that close working takes place with the Place
Directorate as a whole, with emphasis on Highways to better understand the actions that can
be taken to either prevent complaints or improve complaints handling with the aim of
relieving pressure on complaints investigators and improving the experience for
complainants.

3. Over the last 12 months there have been pockets of complaints around changes or
reductions in services, often public consultations and media coverage of concerns have led to
complaints. It is recommended that proactive communication and engagement takes place
where there are planned service changes, to reassure members of the public and manage
concerns early before they result in formal complaints. 

4. Average performance for the time taken to respond to complaints is good, and well within the
30 working day timescale. However, despite good average performance there have been a
small proportion of long running cases. Long running cases usually occur when the issue is so
complex that it cannot be remedied through the complaints process or because the issue falls
outside of the council’s jurisdiction (for example legal options may need to be considered). It
is recommended that work takes place with the Complaints Monitoring Officer’s deputies,
Service Managers and Directors to learn from previous long running cases and determine how
future cases can be resolved more efficiently.

5. The new complaints IT system allows for the more robust recording and monitoring of
learning and actions arising from complaints. Although social care complaints have seen
robust recording of learning and actions by complaints investigators, it is recommended that
all corporate complaints investigators are reminded through the year of the need to record
learning and actions.
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Recommendations continued...

6. A main challenge within the handling of complaints is that more customers appear to be
using multiple processes to raise concerns. For example, a complainant may make a
complaint, raise the issue with their Councillor as an Elected Member Enquiry, contact their
MP (MP enquiry) or and use an appeals processes if there is one available. It is very
challenging to determine where multiple channels have been used but bringing cases
together is the best way of providing a consistent and robust response to a complaint. It is
recommended that this challenge forms an area of focus for 2019/20.

7. The number of cases considered by the Local Government and Social Care Ombudsman for
Shropshire Council has not increased overall, but the number of upheld cases has increased
quite significantly. It is recommended that work takes place within Shropshire Council to
communicate the importance of applying the council’s complaints procedures and addressing
complaints at an early stage, and that work takes place to determine how performance may
be improved for 2019/20. 

8. Good progress has been made in the development of a more robust process for the handling
of third-party provider complaints. However, there is still work required for this is a long-term
project, including the issuing of ongoing communications to ensure all commissioned
providers understand their responsibilities; the strengthening of new contracts and the
delivery of training/events where opportunities arise. This work should remain an ongoing
recommendation for 2019/20.

9. The delivery of staff training is another ongoing recommendation for 2019/20. Face to face
training continues to be delivered. Plans to develop online training had to be put on hold due
to the staff resources needed to implement the new IT system for complaints. It is
recommended that this work remains a focus in 2019/20.

10. Although significant progress has been made in work to implement a new IT system for
customer feedback that work is not yet complete. Requirements for Councillor Enquiries, MP
Enquiries and a system for the management of the Unusually Persistent and Vexatious
Customers Procedure have not yet been delivered. It is recommended that this remains a
recommendation until either these requirements have been met or an alternative solution is
found. Addressing these outstanding requirements will help to address recommendation 6.

11. The new IT system has generated new opportunities for improvements in reporting. It should
be possible to make more use of the data available to generate new reports that may assist
service managers in their work to monitor complaints. There is further work required to
improve access to the data before these new opportunities can be realised but it is
recommended that development forms an action for 2019/20.
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Appendix 1
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Appendix 2
Appendix 2 Recommendations to the Council made by the LGO during 2018/19 
This table covers complaints that were upheld by the LGO during 2018/19:
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LGO Category Date decision
made

Remedy LGO’s Recommendation Recommendation actioned

Education & Children’s Services 01 May 2018 Null Not applicable – no injury. Not applicable

Adult Care Services 28 Aug 2018 Null Already remedied – no further action/
recommendation.

Complete

Adult Care Services 03 Sep 2018 Null Already remedied – no further action/
recommendation.

Complete

Highways & Transport 20 Sep 2018 Null Injustice remedied during complaint process. Complete

Planning & Development 05 Oct 2018 Null Not applicable – no injury. Not applicable

Environmental Services & Public
Protection & Regulation

17 Oct 2018 Null Not applicable – no injury. Not applicable

Adult Care Services 22 Oct 2018 Other Remedy, Procedure or policy
change/review

The Council has agreed to consider what action it
needs to take to ensure its practices are in line
with the Care and Support Statutory Guidance
including:1. contracting with care homes to pay
the full fees; and 2. ensuring top-up agreements
are in place, rather than allowing people to deal
directly with care homes over additional fees.

Actioned – staff training delivered.

Planning & Development 18 Nov 2018 Apology, Financial redress: Avoidable
distress/time and trouble, Procedure
or policy change/review

Within three months of the date of the decision
on this complaint the Council is to review its
procedures, to ensure that where a complaint
covers more than one service area (such as in this
case planning enforcement and public protection),
information is shared appropriately between
departments in order to provide a joined-up
service to customers.

Action taken – work ongoing.
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LGO Category Date decision
made

Remedy LGO’s Recommendation Recommendation actioned

Planning & Development 20 Nov 2018 Apology, New appeal/review or
reconsidered decision

Apology and action to review. Complete

Planning & Development 14 Dec 2018 Apology, Procedure or policy
change/review

I recommend the Council carries out a review of the
way in which its planning enforcement team
maintains case records, giving due consideration to
the Ombudsman’s recent Guidance ‘Recording
Planning Decisions: Guidance for Planning
Practitioners’, September 2018.The Council should
complete this and provide evidence of its actions
within three months of my final decision.

Action taken – work ongoing.

Adult Care Services 19 Dec 2018 Apology, Financial Redress: Quantifiable
Loss, Procedure or policy change/review

The Council has agreed to review its policy on
transport for adult learners.

Action taken – work ongoing.

Planning & Development 04 Jan 2019 Procedure or policy change/review The Council has agreed to report back its findings of
how it produced a new 'Unique Property Reference
Number' for a planning application site and any
actions it takes to avoid recurrence in the future.

Complete

Adult Care Services 07 Jan 2019 Apology, Financial redress: Avoidable
distress/time and trouble

Apology and financial redress. Complete

Planning & Development 25 Jan 2019 Apology, Financial redress: Avoidable
distress/time and trouble, Other Remedy

Apology and financial redress. Complete

Adult Care Services 06 Feb 2019 Apology, Financial redress: Avoidable
distress/time and trouble, New
appeal/review or reconsidered decision,
Procedure or policy change/review

The Council has agreed to review its assessment
practice. It will ensure that, where carers state they
are unable, or unwilling, to provide support, it plans
for alternative support.

Action taken – work ongoing.

Adult Care Services 12 Feb 2019 Null Not applicable – no injury. Not applicable

Adult Care Services 28 Feb 2019
Apology,

Financial Redress: 
Quantifiable Loss

Apology and financial redress. Complete

Planning & Development 26 Mar 2019 Null Not applicable – no injury. Not applicable
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Intelligence and Insight, Shropshire Council
Abbey Foregate, Shrewsbury, Shropshire SY2 6ND
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