
City of York Council Committee Minutes 

MEETING CUSTOMER COMPLAINTS SCRUTINY REVIEW 
TASK GROUP 

DATE 5 JANUARY 2011 

PRESENT COUNCILLORS FIRTH (CHAIR) AND CRISP 

APOLOGIES COUNCILLOR GUNNELL 

 
13. DECLARATIONS OF INTEREST  

 
Members were invited to declare any personal or prejudicial interests they 
might have in the business on the agenda.  None were declared. 
 
 

14. MINUTES  
 
RESOLVED: That the minutes from the last meeting, held on 8 December 

2010, be approved as a correct record. 
 
 

15. PUBLIC PARTICIPATION  
 
It was reported that there had been no registrations to speak under the 
council’s Public Participation Scheme. 
 
 

16. CUSTOMER COMPLAINTS REVIEW - TASK GROUP FINAL REPORT  
 
Members considered a report that presented information gathered to date 
in support of the Customer Complaints scrutiny review and an updated 
version of the Corporate Complaints Policy.  Members were asked to 
comment on the revised policy and agree any further recommendations 
they wished to make as a result of their work on this review. 
 
Consideration was given to the revised Corporate Customer Feedback 
Policy that had been updated to reflect the suggestions put forward by the 
Task Group at their previous meetings.  No further amendments were put 
forward. 
 
A paper was tabled that detailed draft recommendations arising from the 
review.   The following amendments to the draft recommendations were 
agreed: 
 

• Delete the suggestion that prepaid envelopes not be provided with 
questionnaires. 

• Include a recommendation that a specific telephone number be 
retained for social care clients. 

• Include a recommendation that there be a dedicated email address 
for all complaints. 



• Include a recommendation that, following the introduction of the new 
policy, six-monthly monitoring reports be presented to the Effective 
Organisation Committee. 

• Ensure that the recommendation in respect of training covers the 
following: 
- the need to ensure that the training provided for Members is 
delivered in a variety of formats, including drop-in sessions, 
pre-council seminar and via handouts. 

- staff within the Corporate Complaints Team to undertake the 
training offered by the Local Government Ombudsman and to 
cascade the training to other officers 

 
RESOLVED: That the agreed recommendations be incorporated into the 

final report and the report be presented to the Effective 
Organisation Committee for consideration. 

 
REASON: To achieve the objectives of this review, including reducing 

the number of complaints and contributing to any further 
efficiency savings beyond those identified by the More for 
York review.  

 
 
 
 
 
Councillor Firth, Chair 
[The meeting started at 2.00 pm and finished at 2.45 pm]. 


