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Executive Summary: 
The Local Government Ombudsman has published the findings from his annual review 
of complaints about Braintree District Council for the year ended 31st March 2010, copy 
of report attached at Appendix A. 
 
The report identifies that 15 enquiries and complaints about our Council were received in 
2009/10, a reduction by a third from last year.  Ten cases were investigated, two were 
referred back to the Council to be considered under our complaints procedures and 
advice was provided to the enquirer in each of the other three cases. 
 
Of the fifteen complaints considered by the Ombudsman, nine were in respect of 
planning and building control; two were housing related, two related to council tax/ 
finance and one each for parking and other. 
 
A decision was made by the Ombudsman on seven complaints – one recorded no 
administrative fault on behalf of the Council and six where he used his general discretion 
to close the investigations. 
 
For 2009/10 we were slightly outside the Ombudsman’s target in responding to the two 
complaints in respect of which the Ombudsman had made written enquiries.  The two 
complaints were quite complex and required detailed investigation. 
 
At a national level, planning and housing complaints represent the largest proportion of 
cases dealt with by the Ombudsman.  This is not to say that these services are 
administered any less effectively than other services but simply that planning and 
housing are very emotive issues. 
 
In addition to this review of complaints taken up with the Ombudsman, the Council’s 
complaints process has recently been subject to two reviews: one by the auditor 
assessing the Council’s application for the Customer Service Excellence Standard and a 
second by the Council’s external auditor, PKF, as part of the review of performance 
indicators (percentage of complaints responded to in 7 working days). 
 
 

AUDIT COMMITTEE 
9th September 2010 
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Four areas for improvement were identified as part of the review associated with the 
Customer Service Excellence Standard.  Details of these together with comments from 
management are contained in Appendix B. 
 
 
Decision: 
 
Members are asked to accept: 

• the annual report from the Local Government Ombudsman into complaints 
received about Braintree District Council in 2009/10; and 

• the actions proposed for improving the complaints process as detailed in 
Appendix B to this report. 

 
 
Purpose of Decision:  For those charged with governance on behalf of the Council to 
receive a report from an external third party on a review of a service provided by or 
impacting on the Council. 
 

 
Corporate implications [should be explained in detail] 
Financial: None 

 
Legal: None 

 
Equalities/Diversity The Council’s complaint procedure is available to all 

residents in the district and users of the council’s services.  
Details of the procedure are available on the Council’s 
website, at office receptions and are available in large print 
on request. 
 

Customer Impact: Ensuring the Council has a process in place to investigate 
complaints made by customers and residents into services 
or decisions made by the Council. 
  

Environment and  
Climate Change: 

None 
 

Consultation/Community 
Engagement: 

None 

Risks: None 
 

 
Officer Contact: Trevor Wilson 
Designation: Head of Finance 
Ext. No. 2081 
E-mail: Trevor.wilson@braintree.gov.uk 
 
 



















Appendix 2: Local Authority Report - Braintree DC For the period ending -  31/03/2010
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Appendix 2: Local Authority Report - Braintree DC For the period ending -  31/03/2010

Avg no. of days
to respond

No. of First
 Enquiries

FIRST ENQUIRIESResponse times

01/04/2009 / 31/03/2010 2 29.5

2008 / 2009 7 23.3

2007 / 2008 14 21.8

 
        Average local authority resp times 01/04/2009 to 31/03/2010  
 

Types of authority <= 28 days 

% 

29 - 35 days 

% 

> = 36 days 

% 

District Councils  61 22 17 

Unitary Authorities  68 26 6 

Metropolitan Authorities  70 22 8 

County Councils  58 32 10 

London Boroughs  52 36 12 

National Parks Authorities  60 20 20 
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APPENDIX B 

Review of Complaints Procedure 
 
 
Review Management Action 
Customer Service Excellent Standard – 
External Audit 

 

 
 
There were four areas relating to the 
complaints procedure where the Auditor 
had determined that evidence was 
insufficient to meet the standard laid down.
 
•  Insufficient evidence that staff receive 
training on complaints handling. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
•  Evidence required to show that actions 
as well as trends, are published regularly. 
 
 
 
 
•  Further evidence to show that a system 
is in place to review the complaints 
procedure regularly, taking into account 
views from complainants and staff 
 
•  No procedure in place to check that the 

 
 
 
 
 
 
 
Departmental Complaints Officers 
(DCO) are to remind staff through 
Departmental Team briefings/ 
Management meetings of the 
Guide for Staff in dealing with 
complaints (copies can be 
downloaded from I-Connect 
(People and Democracy/ 
Governance of the Council – 
Useful Links (to the right of the 
page) – Complaints Procedure: A 
Guide for Staff and Councillors)). 
 
Complaint handling to be 
included:- 
 
• in induction training for new staff; 
• as part of customer care training; 
 
and also the courses on ‘Good 
Complaint Handling’ and ‘Effective 
Complaint Handling’ run by the 
Local Ombudsman to be 
highlighted. 
 
A ‘List of Service Improvements 
Resulting from Complaints’ to be 
added to the quarterly complaints 
analysis information published on 
the Council’s web site. 
 
An annual meeting to review the 
complaints procedure is to be set 
up. 
 
 
It was agreed that in responding to 
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APPENDIX B 

outcome of justified complaints is 
satisfactory for complainants. 
 
 
  
 
 
 

justified complaints, the following 
final sentence would be included in 
the reply: 
 
”I trust that this satisfactorily 
remedies the matter, but please let 
me know if you require any further 
assistance.” 
 

Audit Commission (PKF Auditors) – 
Review of internal Performance 
Indicator CHLP3 – Percentage of 
complaints responded to in 7 working 
days. 
 
A member of the auditor’s staff had carried 
out some sampling of receipt and reply 
dates in 10 complaint cases, and the 
outcome of the Audit had been positive. 
 
  

 
 
 
 
 
 
Ensure that the figures entered in 
Covalent are updated and adjusted 
as necessary once complaints 
have been entered into the 
RESPOND system. 
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