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PURPOSE OF REPORT 
 
To provide a statistical review and progress report on the Have Your Say 
Scheme for the period April 2007 to March 2008. 
 
RECOMMENDATION 
 
That the report is noted and circulated to Portfolio Management Teams for 
consideration and review and the information contained be used as a basis 
for continuous service improvements. 
 
INFORMATION 
 
The Have Your Say scheme is the City Council’s corporate framework for 
the receipt of customer feedback in relation to its services.   
 
The effective receipt of feedback is vital to a customer-focused 
organisation. It is an inexpensive way of gathering important customer 
information about the services we provide and can help highlight poor 
performance in key areas. 
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The statistics from this process are used as a basis for Portfolios to identify 
and consider weaknesses in service provision and make necessary 
arrangements to proactively eliminate recurrence of problems. 
 
Statistics 
 
Between April 2007 and March 2008, the Council received the following 
contacts under the Have Your Say scheme.   
 

 
HAVE YOUR SAY 

 

 
April 2007 to  
March 2008 

Comments Received 640 

Compliments Received 1,197 

Complaints Received  4,050 

TOTAL CONTACTS 5,887 

 
Figures for the same period last year have not been provided as the 
NonStopGov system for managing Have Your Say cases was implemented 
on 16th May 2007.  The resulting change in the way that we report means 
that this report would not be able to compare like-for-like, since the 
previous year’s figure also included requests for a service.   
 

Channels of Communication 
 

To be effective, a feedback scheme must be highly visible and easily 
accessible. All City Council reception points, One Stop Shops and public 
buildings have feedback forms available.  Liverpool Direct Contact Centre 
and Careline receive feedback via telephone 24/7 and via e-mail. Similarly 
the internet and pavement kiosks can be used to register feedback.  
 

All Have Your Say marketing materials were updated in 2007 and the 
revised Have Your Say form has been awarded the Crystal mark for clarity 
by the Plain English Campaign. 
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Overview of Complaints  
 
Members have previously asked for a breakdown of the number of 
complaints received in comparison to the service provided to customers 
across the City.   
 

The NonStopGov system currently provides reports giving a breakdown of 
cases received by Service Area.  As the Customer Feedback Team 
develops the system, we will be able to provide an accurate breakdown of 
cases by category, which will allow the production of reports that give 
specific issues.  This will in turn allow the Authority to target those issues. 
 
The information provided below shows the areas receiving the highest 
number of complaints. 
 
Of the 5,887 contacts received during the period April 2007 to March 2008 
the key areas highlighted are:- 
Service 
 

No. cases % of 
total 
cases 

received 

No. Service 
Requests 
Received/ 

% 
complaints 

Main Areas of  
Feedback 

Environmental 
Services 

761 
Complaints 661 
Comments 79 

Compliments 21 

13% 
107,778 

 
0.71% 

� Bin collections for 
business & 
residential 
customers 

Neighbour 
hoods 

602 
Complaints 535 
Comments 35 

Compliments 32 

10.2% 
Information 

not 
available 

� Re-housing 
� Housing repairs 
� Anti-Social behavior 
� Refuse 
� Fly tipping/passage 

dumping 
� Environment 

Sports & 
Recreation 

595 
Complaints 202 
Comments 42 

Compliments 351 

10% 
Not 

applicable 

� Enjoyment of 
Sportlinx 

� Swimming pool 
opening hours 

� Lifestyles fitness 
� Allotments 
� Friendly and helpful 

leisure staff. 
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Service 
 

No. cases % of 
total 
cases 
received 

No. 
Service 
Requests 
received 

Main Areas of  
Feedback 

Enterprise 
Liverpool 
 

470 
Complaints 413 
Comments 34 

Compliments 23 

8% 
48,594 

 
0.96% 

� Street cleansing 
� Highways 

maintenance 

Adult Services 

457 
Complaints 153 
Comments 70 

Compliments 234 

7.8% 
20,738 

 
 2.2% 

� Care provision 
� External agencies 
� Adult learning 

Public 
Protection 

371 
Complaints 252 
Comments 24 

Compliments 95 

6.3% 
37,427 

 

0.99% 

� Noise complaints 

Housing 
Repairs 
 

347 
Complaints 205 
Comments 57 

Compliments 85 

5.9% 
Information 

not 
available 

� Information not 
provided by the 
Service (now part of 
LMH) 

Revenues 

330 
Complaints 320 
Comments 10 
Compliments 0 

5.6% 

213,000 
Council Tax 
properties 

16,000 
Business 
Rates 

properties 
 

0.14% 

� Arrears 
� Bailiff actions 

Benefits 

273 
Complaints 265 
Comments 6 

Compliments 2 

4.6% 
72,186 

 

0.38% 

� Delays 
� Customer 

satisfaction 

Highways 

222 
Complaints 170 
Comments 44 
Compliments 8 

3.8% 
645 
 

34% 

� Parking Policy 
� Traffic Calming 
� Residents Parking 
� Road Safety 

Planning & 
Building 
control 

149 
Complaints 116 
Comments 25 
Compliments 8 

2.5% 

3556 
Planning 

applications 
 

03.09.08 

� Issues around 
planning & building 
control 
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Lessons Learned 
 
Some of the issues which have been brought to the attention of the City 
Council via the Have Your Say scheme have resulted in the following 
improvements: - 
 
 
 
Regeneration 
 
� The Housing Strategy team has made amendments to its web pages to 

make the information easier to understand. 
 
Community Services 
 
� City Watch has shared information with partner organisations and 

agencies in order to target patrols. 
 
Culture, Media & Sport 
 
� Libraries have upgraded their PC’s and ordered additional foreign 

language books & materials. 
 
Liverpool Direct Limited 
 
� LDL have reviewed their procedures, work instructions and bulletins and 

have carried out refresher training with staff. 
 
 
Corporate Complaints System 
 

CPA self inspections over the last 3 years had identified that customer 
complaints were not handled systematically across the Council, with a 
range of systems used in the process, with different protocols and 
standards.  
 
In order for the City to improve its performance, the establishment of a 
common system allowing for more systematic performance analysis and 
learning from complaints was required. 
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Non Stop Gov, an electronic web-based case management system was 
chosen as the preferred software and implemented across the Authority on 
16th May 2007.  This application now allows staff to register and track 
feedback from receipt to resolution through the allocation of a unique 
reference number for each contact. 
 
The ability to learn from complaints is critical and the above approach will 
ensure that attention can be focused on developing continuous improved 
practices.  As part of the plan for 2008-2009, the Customer Feedback 
Team will be working with Service Areas to identify common complaint 
issues and will work with the Services to incorporate any appropriate 
actions into local Service Plans. 
 
In 2007 a pilot scheme was introduced for Members to log and track 
complaints on NonStopGov on behalf of their constituents.  While 
NonStopGov is the system we use for all feedback received under the 
Have Your say scheme, , there are a number of other case management 
systems that are used by service areas to manage cases that are classed 
as ‘requests for service’, such as Confirm, Panorama (Environmental 
Health), SUIS (Supported Living) as well as a number of others.  Following 
the trial with members, Committee Services took the decision to 
discontinue until NonStopGov and Confirm were integrated.  At this point in 
time, no decision has been made to link up the two systems. 
 
 
Re-engineering of ‘Have Your Say’ processes  
 
The software system however is only part of the solution to creating an 
effective complaint handling scheme and all business process supporting 
front and back office users of NonStopGov have been re-engineered. 
 
The ability for the organisation to learn from complaints is critical and this 
approach will be the focus of any further re-engineering of the operation as 
we move forward in managing complaints. 
 
The well-established complaints procedure for customers has not changed, 
however attention will be focused on developing continuous improvement 
practices which outline how improvement priorities are identified, 
prioritised, assessed and reviewed with appropriate training of front line 
staff in relevant problem solving techniques. 
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Issues 
 
While the use of NonStopGov has been successfully embedded since May 
2007, there remain a number of outstanding issues around the 
management of feedback, which the Customer Feedback Team plan to 
address during the 2008/9 financial year by working with service areas to 
implement appropriate solutions:- 
 
� Children’s Services currently have only 2 officers using NonStopGov, 

which means that the audit trail for cases is lost when information has to 
be emailed outside the system using Outlook.   Meetings have taken 
place between officers of Children’s Services and the Customer 
Feedback Team to raise awareness of this issue and to discuss future 
actions that need to be taken.  At the time of writing this report 
Children’s Services have not produced any action plan to progress the 
matter.  The Customer Feedback Team will be targeting Children’s 
Services as a priority.  Interrogation of NonStopGov in respect of HYS 
indicates a low level of recorded complaints for this Portfolio.  Given that 
there are only 2 officers using the system, this would give rise to the 
possibility that not all cases received are being recorded.  If this is the 
case, then the Portfolio is unable to provide accurate figures for cases 
received, which in turn would inform the decision-making process 
around how best to resource complaints. 
 

� Adult Services have a small team of officers using NonStopGov, which, 
once again means that the audit trail for cases is lost when information 
has to be emailed outside the system using Outlook.  However, this 
team has well established processes in place to ensure that cases are 
recorded and responded to appropriately and within timescale.  Adult 
Services managed 7.8% of all cases received in 07/08.  The Adult 
Services Complaints Team has worked with the Customer Feedback 
Team and other support services within the Community Services 
Portfolio to plan the roll out of training in complaints management and 
the use of NonStopGov to a number of key officers around the 
organization.  This has now been put on hold due to the implementation 
of the Early Adopter’s scheme which will look at using a ‘joined up’ 
approach to dealing with complaints along with the Health Service and 
PCTs.   The Customer Feedback Team will work closely with the Adult 
Services Complaints Team to ensure the infrastructure is in place for the 
implementation of the Early Adopter scheme. 
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� Service Requests.  Since the Authority uses a number of databases to 

manage service requests, none of which are linked to NonStopGov, 
there is a need for the Customer Feedback Team to work with a number 
of key service areas in order to respond to customers.  The key issues 
are around noise complaints made to Public Protection and complaints 
made to Environmental Services around refuse collections.   The 
Customer Feedback Team is working with both service areas to ensure 
the processes used by staff in the LDL Contact Centre and the One Stop 
Shops are clear in how to deal with the above issues. 

 
� Noise Complaints.  Noise complaints are managed by a number of 

different services within the Authority.  Where a complaint about noise is 
made that falls within the remit of Public Protection, the case is dealt 
with as a service request and managed using a separate legacy system.   
The Customer Feedback Team is working with Public Protection, 
LASBU and the LDL Contact Centre and One Stop Shops to ensure that 
all cases are recorded accurately in the appropriate system.  This will 
ensure that cases are managed appropriately and all reports are 
accurate.   At the time of reporting the Customer Feedback Team is 
waiting for Public Protection to provide an updated process for the LDL 
Contact Centre and One Stop Shop advisors to ensure accurate 
recording. 
 

� Liverpool Direct Contact Centre.  The Customer Feedback Team has 
established an effective two-way feedback process with the Contact 
Centre to address issues arising from the way cases are recorded.  The 
Contact Centre has recently trained additional staff to deal with 
complaints of Anti-Social Behaviour.  Initially this resulted in an increase 
in the number of cases recorded as complaints that should have been 
referred directly to the Police.  The Customer Feedback Team is working 
with the LDL Business Transformation Team to ensure that cases of 
anti-social behaviour are reported to the appropriate organization.    The 
Customer Feedback Team is liaising with the Resolution Centre and the 
Customer Contact Team to reduce the numbers of paper Have Your Say 
forms sent to customers by the Contact Centre, where the complaint 
could be recorded while the customer is on the line. 

 
FINANCIAL IMPLICATIONS 
 
There are no direct financial implications arising from this report although 
the cost of dealing with complaints can be high and there are also costs 
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associated with the reputation of the organisation. By responding to 
complaints effectively and by reducing recurring problems, costs can be 
limited.  
 
TIMESCALE FOR ACTION 
 
The report is based on complaints received over 2007/8. Further reports 
will be presented on the actions taken to implement new corporate software 
and other improvements on the re-engineering of the scheme.   
 
CONSULTATION 
 
Each portfolio of the City Council contributes to the statistical analysis. 
 
BEST VALUE 
 
There are important links between complaints and best value. An effective 
complaints scheme will assist in resolving shortcomings in service delivery, 
provides valuable management information and contributes to increased 
levels of customer satisfaction.    
 
EQUALITY IMPLICATIONS 
 
Customers are given the opportunity to voluntarily record their profile in 
terms of nationality, disability etc. through channels in which they 
communicate feedback to the City Council. This can help identify if specific 
sectors are receiving poor services, in order that they can be addressed.   
 
The Customer Feedback Team is currently working with Liverpool Council 
for Voluntary Services to target representative groups in order to 
encourage participation in the HYS feedback scheme. 
 
CORPORATE STRATEGY 
 
The actions taken arising from the scheme are guided by the strategic aim 
of the City Council to provide high quality, value for money services.  
 
COMMUNITY SAFETY IMPLICATIONS 
 
Not applicable. 
 
LEGAL IMPLICATIONS 
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None 
 
BACKGROUND PAPERS 
None 
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