
FEEDBACK
Comments, compliments and complaints

A guide to the Council’s customer feedback policy and process
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INTRODUCTION
Plymouth City Council is committed to becoming a Brilliant Co-operative 
Council.  We welcome feedback from our customers as it provides us with 
valuable information on the Council’s performance and helps us in improving 
our services.   

As part of Plymouth City Council’s Customer Service Strategy (2015-2018) Aim 
three, the Council is focused on “listening and responding to our customers’ 
feedback to drive continuous service improvement”. 

This Feedback Policy and Process guide details the Council’s approach on dealing 
with comments, compliments and complaints received from our customers.

HOW TO PROVIDE FEEDBACK
We have improved the way we capture, record and respond to your feedback.

The	easiest	and	most	efficient	method	will	be	through	our	online	Self	Service	
option, which you can access at www.plymouth.gov.uk/feedback and complete 
the online form.

If you don’t have access to a computer, tablet or smartphone, you can visit the 
1st Stop Shop where one of our Customer Advisors will be happy to support 
you in completing the form online.

Or, you can call us on 01752 668000

FEEDBACK EXAMPLES
Examples of feedback that can be submitted include:

 � A comment to help us improve our service

 � A compliment on great service

 � A	situation	where	one	of	our	Officers	failed	to	treat	you	in	an	appropriate	
manner

 � A situation where we did not do what we said we would

 � A situation where we gave you the wrong information

 � A situation where we took too long to do our job or provide a service

 � A situation where the quality of a service provided is poor

 � A situation where we have treated you unfairly

 � A situation where we have not followed the correct procedures

COMPLAINTS ABOUT OUR 
CONTRACTORS/PARTNERS
We require any organisation that provides services on our behalf to comply 
with our policies. This means we require our contractors/partners to record and 
respond to customer feedback, provide us with information when requested and 
assist us with investigations as appropriate.

When making these complaints, please do so through the normal Self Service 
channels.



COMPLAINTS ABOUT STAFF
If a complaint is made regarding staff actions or behaviour the matter would be 
investigated, and then should it be upheld, the issue will be dealt with under the 
appropriate internal Council policy.

EXCLUSIONS TO THE FEEDBACK PROCESS
There are some issues that we can’t deal with through our feedback process as 
they are either beyond our remit or there are statutory procedures that need 
to be followed. These exclusions include:

 � Service requests or reporting faults – these can be reported on our website.

 � General school complaints – are to be handled by the schools themselves. 

 � Matters where there is an existing right to appeal with a separate 
procedure, eg:

 – Parking	fines	(penalty	charge	notices)

 – School admissions, pupil exclusions, statements of special education 
needs

 – Council tax liability

 – Housing	benefit	decisions

 – Homelessness decisions or allocated accommodation; Housing needs 
(Devon Home Choice)

 – Planning decisions, listed building consents and conservation

Although this corporate feedback policy covers the whole organisation, the law 
says that certain types of complaints have to be handled differently from others.  
For this reason, the following types of complaints are also excluded from this 
policy:

 � Complaints about Councillors should be made in writing to: 
The	Monitoring	Officer,	Plymouth	City	Council,	Ballard	House,	 
Plymouth, PL1 3BJ

 � Complaints about Social Care for Adults and Children  
should be made to: 
Customer Relations Team, Plymouth City Council, Ballard House,  
Plymouth PL1 3BJ 
T 0800 068 1249 or 01752 307304 
E complaint.social.services@plymouth.gov.uk 

ANONYMOUS COMPLAINTS
In normal circumstances we are unlikely to be able to effectively deal with 
anonymous comments, compliments or complaints under this corporate 
customer feedback process, as we need to correspond with (and in some cases, 
meet with) the complainant in order to address their concerns.



LOCAL GOVERNMENT OMBUDSMAN
Our complaints process does not affect your right to make a complaint to the 
Local Government Ombudsman (LGO) at any time, but the LGO will normally 
expect	you	to	give	us	the	chance	to	solve	the	problem	first.	 
www.lgo.org.uk

The Local Government Ombudsman 
PO Box 4771, Coventry  CV4 0EH 
T: 0300 061 0614

UNREASONABLE AND UNREASONABLY 
PERSISTENT COMPLAINANTS
In a minority of cases people pursue complaints in a way that can impede the 
investigation	of	their	complaint	or	can	have	significant	resource	implications	for	
us.

We	have	adopted	the	Local	Government	Ombudsman	(LGO)	definitions	as	
follows:

 � Unreasonable behaviour and unreasonably persistent 
complainants - are people who, because of the nature or frequency of 
their contacts with us, hinder our consideration of theirs, or other people’s 
complaints.

 � Vexatious complaints	-	are	those	made	without	sufficient	grounds,	but	
made especially so as to cause annoyance or disruption.

Where it is decided to treat you as an unreasonable or unreasonably persistent 
complainant, we will write to tell you why your behaviour falls into that category 
and what action is being taken. 

PERFORMANCE AND MONITORING OF 
CUSTOMER FEEDBACK
We are committed to continually improving the services we deliver to our 
customers. Information gained from customer feedback is a valuable tool in 
identifying the needs of our customers and developing our services to meet 
those needs.

All feedback is recorded as part of our standard performance monitoring 
process.		We	may	contact	you	again	to	find	out	how	you	found	the	feedback	
process.

If we change the way we do something as a result of what you have told us, 
we may publicise that the change has happened because of feedback we have 
received from our customers, in accordance with the Data Protection Act 1998.

ENSURING EQUAL ACCESS FOR ALL
We are committed to equal opportunities and our aim is to make this Feedback 
Policy and Process easy to use and accessible to all of our customers, and 
we will respect and cater for differences in age, gender, race, culture, religion, 
language, literacy, disability or sexual orientation.

We will treat everyone fairly. We will help those who need it and try to make 
arrangements so that everyone has an equal chance to tell us what they think 
in a way that is easy for them. This Policy and Process guide can be available in 
other formats on request. 



THE FEEDBACK PROCESS
Compliments and Comments:

If you feel that we have done something well or you would like to make a suggestion about something 
we could improve, wherever possible please tell the service area concerned. We will acknowledge your 
feedback and advise how we intend to use it to compliment staff and improve services.

Complaints:

On The Spot Complaints 
If you feel that we have done something wrong or failed to do something, wherever possible please tell the 
service area concerned. We aim to resolve complaints quickly, this could mean an on-the-spot apology and 
explanation if something has clearly gone wrong and if possible immediate action to resolve the problem. 

If we can’t resolve your complaint on the spot, we will explain why and tell you what you can do next. We 
might suggest that you take your complaint through our complaints process either through the online 
feedback form, calling the Customer Contact Centre or at our 1st Stop Shop.

Through this feedback process you will need to tell us: 

 � What the problem is

 � How and when it occurred

 � How it has affected you

 � What you consider we should do to put it right

We will acknowledge your complaint within 3 days (or instantly, if received through the digital form online, 
face to face, or on the telephone); investigate the problem and contact you with a response within 10 days.

Local Government Ombudsman 
If	after	we	have	investigated	your	complaint	and	you	are	dissatisfied	with	our	decision	or	the	way	we	dealt	
with your complaint, you can complain to the Local Government Ombudsman. Information about the 
Ombudsman service is available on the Local Government Ombudsman website www.lgo.org.uk.



DEFINITIONS

Comments are ideas 
and suggestions to help us 
improve services and/or 
aspects of customer care.

Compliments are any 
expression of satisfaction 
about the standard of 
service provided by us or 
our partners.

There can be confusion between what constitutes as a complaint and 
what represents a service request. For us:

Complaints are an 
expression of dissatisfaction 
about the standard of 
service provided by us or 
our partners.

Service Requests are 
a	first	time	request	for	
action, information or 
advice from council services 
(e.g. reporting a fault or 
requesting information).

A service request only becomes a complaint if the customer chooses 
to contact us again to point out that the service has not been delivered 
and would therefore like it to be treated as a complaint.



Customer feedback policy guidance
Published by Plymouth City Council
April 2016

CONTACT
Customer Services
Plymouth City Council
Ballard House
Plymouth PL1 3BJ
T 01752 668000 
www.plymouth.gov.uk


