
1 

 

 

 
 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 
 

 
 

 
 

 
 

 

 

 
 

Neighbourhoods & Public 

Protection Service 

 
Public Protection Customer 

Feedback Report:  
Full Year 2017/18 
 

Version: 1.1 

24 July 2018 

Prepared by Sue Pidgen & Caroline Shircore 

N&PP service 
 



2 

 

 

 
 

 

The Public Protection Feedback Report: 
 
Has been in place since 2013 in order to enable a coordinated approach to 

gathering, analysing and disseminating our customer feedback results.  
We seek customer feedback through a variety of methods including 

customer questionnaires, via events, at forums, face to face and over the 
telephone via complaints, compliments and comments and through social 

media our website and mystery shoppers. The customer feedback report 
is in place to ensure the service is delivering efficient, effective and 

integrated services and aligned to customer needs and that we achieve 
our vision : 

 
 

‘to engage, innovate and lead in taking new approaches in delivering 
customer centred, valued and sustainable services that inform, support and 

protect our communities’ 
 

 

This annual report shares customer feedback received during 2017-18 
including overall satisfaction rates and the details of complaints and 

comments received from our customers. The service listens and reacts to 
this feedback to enable improvement to our customer satisfaction.  
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The 2017/18 Dashboard 

 
 

2017/18 

Business and Commercial 
Satisfaction 

 

2017/18 

Public Satisfaction 

    

Target Satisfaction 87% Target Satisfaction 85% 

Achieved satisfaction 97% Achieved Satisfaction 86% 

 Surveys Sent 
All of our BRS customers 

have opportunity to fill in 

an anonymous survey 

irrespective of whether 

they have bought a service 

or not. 

 

 
 

900 + 

 Surveys Sent 800 

 Survey Response  343  Survey Response  77 

 

 Total Responses as % 

Business Requests 

7%  Total Responses as % 

Public Service Requests 

0.5% 

 

 
 
Customer feedback % comparison (Graph 1) 
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The detail 

 
o During 2017-18 we exceeded our customer satisfaction targets 1 
 
o Business and commercial satisfaction2  remained high at 97% and member of 

the public satisfaction 86% just above our target of 85% with BRS 
satisfaction at 98% 

 
o During 2017-18 Public Protection received 4658 service requests from 

businesses and commercial customers and 13213 service requests from 

members of the public.  
 

o 96%3 business and commercial requests for service were responded to within 
our target of 3 working days –above our target of 90%. 

 

 
o 89%4 of our service requests from members of the public were responded to 

within our target of 3 working days – this has improved from 86% last year 
and is just 1% below our target of 90%.  

 

 

 

  

                                       
1 The key performance indicators directly relating to this feedback are PHP-P12: % 

business and PHP-P160 % members of the public stating they were fairly treated/contact 

was helpful. 
2 Customer satisfaction surveys are sent via email (netigate) on a quarterly basis to 

businesses and customers that have made a request or received a service. 
3 The key performance indicator relating to response is NPP 180b % of requests for 

service from business and commercial customers which are responded to within 3 

working days.  
4 The key performance indicator relating to response is NPP 180a % of requests for 

service from members of the public which are responded to within 3 working days 
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Recommendations and key areas to Consider from 
customer feedback & complaints, comments and 

compliments 
 

 
Customers are satisfied when they receive prompt response /action 

and are kept up to date on their request for service 
 

 

Teams need to closely monitor response times to requests for service 
from members of the public to ensure compliance with our target 

response times and to take action where response is outside target or 
there has been no response.   

 

 
Teams need to keep members of the public  informed of actions 

taken and outcomes so they know their case is being investigated and 
dealt with- a follow up phone call would be appreciated 

 

 

Teams provide clear plain English responses in their correspondence 
when replying to members of the public. 

 

 
Staff training on personal behaviours needs to be raised as of higher 

importance as part of our customer experience. 
 

 

 

Customer Feedback from Quarterly Satisfaction Forms 
 
Business and Commercial  
A summary of the majority of comments received from businesses suggest that  
they are very satisfied with the current service provided, with comments relating 
to helpful, friendly, polite, knowledgeable and supportive staff.  

 

Selection of business customer comments: 

Business 
I thought the environmental health officer was fair and even handed. She was thorough and the 
advice that was given was appreciated.  

 
The person I spoke to explained all aspects of what was  required in a format that I could understand 

 
This being a new venture for me I wasn't made to feel stupid for a mistake I made the lady I felt with 
went the extra mile to reassure and help resolve the matter  
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kindness and help...very pleased... 

 
More was offered to me than i was expecting so I was very pleased 

 
Provide an indication on timescales, i.e. when to expect a reply after making the initial enquiry 

 
I know this is never going to happen but closer links between businesses and health officers 
would be appreciated especially when setting up premises. I have always found the team very 
approachable.  

 
First time I have had dealing with trading standards and found very helpful 

 
The council have brought in an automated phone payment service that doesn't work very well 

 
Mine was an unexpected lunchtime visit.  An inspection would be so much easier at a less 
pressurised time, but I guess that may defeat the object 

 

 

Members of the Public 
A summary of the comments received from our members of the public 
customers suggest that the majority considered the service good with a prompt 
response and action taken, an efficient and effective service. Where customers 

indicated dissatisfaction it was mainly due to a lack of response to their 
request for service or that they were not kept informed. Customers have asked 

to be kept up to date on what is happening and for better communication. 

 
 

Selection of member of the public customer comments: 

Member of the Public 
Everyone I spoke to were fantastic. The matter was dealt with speedily and efficiently. Very helpful. 
I was telephoned and kept up to date and also provided with the outcome of a visit. 

 
Latterly we have been impressed with the contact we have had and the apparent end-result. However 
it took a long time for the department to take ownership of the problem (we were initially passed back 
to Planning/Enforcement) and to recognise the serious nature of the problem we faced.  

 
There was no clear outcome communicated to me. 

 
When ever i call its seems to not be their issue or there is some other reason they cannot assist i only 
asked for advice but didn’t get any 

 
I have not heard if any action was taken.  There has been no change in the pollution problem I drew 
to their attention. 

 
The issue raised was dealt with very quickly and contact details left if I needed to raise the issue 
again 

 
Quick response and detailed plan of action given to me.  

 

  
Give some sort of feedback, even if negative./ Keep people informed of any actions taken. 
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Business Regulatory Support Service  
The Business Regulatory Support service provides a range of regulatory support 
packages and advice that benefit business. Customer feedback has been actively 
sought on the service including through customer surveys and courtesy emails 

following service, feedback is monitored to ensure the service’s success. 98% 
satisfaction has been reported with 95% of respondents stating they would 

recommend the service to other businesses. Over 70 customer testimonials are 
listed on the  Business regulatory support website detailing feedback across the 
range of services. Where comments are left they are taken into account and 

improvements implemented, where appropriate, to improve satisfaction levels. 
http://www.businessregulatorysupport.co.uk/testimonials/ 

 
Selection of BRS Customer comments:  
 

Commercial 
Very Helpful on the phone, not patronising at all, just very knowledgeable and full of advice. 

 
Excellent service! Was very surprised by the quick response and service offered. I am extremely 
satisfied with the way my queries were managed. 

 
What we actually needed was the plastic folder to hold the pack. £20 for the pack I thought was 
expensive. In a working kitchen the plastic folders do get mucky, even having put them through the 
dishwasher!! 
We have now improved this product to include a folder 
The reception desk at new county hall in Truro, had difficulty in putting me through to the right 
department. Once they had put me through to the correct extension, the receptionist made a note in 
her book. Everyone very efficient and helpful. 

 
For a new business the customer thought that the price tag was quite high. 

 
The hub advisors were very friendly and provided great information highly recommend this service to 
anyone wishing to start up a new business  
 

I now feel that a weight has been lifted off my shoulders I feel more confident about my business and 
that is down to the advice I received and the patience that was there for me. do not know how to 
thank you for giving me fantastic customer service and for giving me a bigger goal to go forward in my 
business’  

 
 

http://www.businessregulatorysupport.co.uk/testimonials/
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Events and training  
Customer feedback from events and training is actively sought with feedback 

forms circulated to delegates. Customer satisfaction is high. Individual 
comments regarding events are reviewed by the organiser and suggested 
improvements acted on where appropriate. Training event testimonials are listed 

on our business regulatory support website. 
http://www.businessregulatorysupport.co.uk/testimonials/ 

 
Social Media 

 BRS Cornwall (@BRS_Cornwall) 

 BRS Cornwall  (@BusinessRegulatorySupport) 

 
Social media accounts were reviewed by the service in 16/17 to close ineffective 

accounts and start strongly branded identities. Two dedicated business focused 

accounts were rebranded as @BRS_cornwall and Business Regulatory 
Support with @Public Protection_Cornwall and Public Protection Cornwall  service 

wide accounts. 
 
All Public Protection Accounts 

 

Twitter       

 Number 
of 
tweets 

Number 
of re-
tweets 

Impressions Mentions New 
Followers 

Total Followers 

2017/18 1201 1039 455770 492 442 2772 
       

 

 

Facebook      

 Number 
of  posts 

Number of 
shares 

Engaged 
with page 

New likes Total likes 

2017/18 1255 3501 24989 867 1991 
      
 

Impressions – Number of times a tweet has been delivered to a twitter stream. 

Mentions – Where another twitter uses our handle in their message. 

Engaged with page – where a post has been liked, commented upon, shared or 

link clicked open. 

 
 

 

http://www.businessregulatorysupport.co.uk/testimonials/
http://www.twitter.com/BRS_Cornwall
http://www.facebook.com/BusinessRegulatorySupport
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End of year  

Complaints, Compliments and Comments 2017-18  
 

 

 85 step 1 complaints  
 28 Upheld 

 4 step 2 complaints  
 167 compliments  
 44 comments.  

 
Complaints overview 

 
Public Protection    55 slight increase of 4 but inclusion of  
      parking services 

Library & Information services  16 same as 2016/17 
Registration services   14 a decrease of 6 from 2016/17 

 
Comments 
 

Public Protection    29 the same as 2016/17   
Library & Information service  10 a decrease on 27 in 2016/17 

Registration services   5 a slight increase on 4 from 2016/17 
 
Compliments 

 
Public Protection    57 

Library & Information service  35 
Registration services   75 

 
Local Government Ombudsman 
 

Of the 6 cases referred to the local government ombudsman 1 were upheld.  
All of the referrals came from the Public Protection service and the themes were 

Consultations and Policy detailed below; 
 
Consultations  

Members of the public do not always feel fully engaged with our approach to 
consultations. We need to ensure that we learn from each consultation to 

improve. 
 
Challenge to the Public Space Protection Orders across beaches in Cornwall 

Lessons Learnt: To ensure that our website is clear and provides the public 
with the correct information. Following customer feedback on our signage the 

service took a review of signage in hot spots and proactively chose to move one 
sign as this caused more issues than most across Cornwall. There is a significant 
decrease in complaints from this one beach. The community protection team 

take the time to work with local town and parish councils training enforcement 
officers to uphold these beach orders. 
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Challenge to our Consultation Process on Air Quality with Town & Parish 
Council’s 

The LGO upheld residents’ views that our consultation referred to the possibility  
of using its compulsory purchase powers to buy certain identifiable  
properties in a residents village as part of measures to resolve poor air  

quality. The Council’s clean air strategy received 287 hits over the  
consultation period and received 40 consultation responses, 2 specifically about 

the village in question. There was fault by the Council in referring to the 
possibility of using its compulsory purchase powers.  
Lessons Learnt - Ensure that if any controversial items going to NOSC that we 

are prepared for media interest and issue a robust statement 

Policy 

Not happy with our policy for residents who struggle to pay fines. 

The LGO agreed with the Council that it acted without fault in seizing the dog. It 

appears to have been imported illegally and presented a possible health risk to 
the public. But the Council should have allowed the complainant a reasonable 

opportunity to pay the removal and quarantine costs. This meant that she had to 
agree to its destruction. 
 

The LGO has asked the Council to amend its policy to allow the owners of seized 
animals to defer payment, and/or pay in instalments, for removal and 

quarantine costs. The policy should make clear that, once agreed, the owner will 
not be able to withdraw from payment, and that the Council may take action to 

recover unpaid costs. 
 
The lessons learnt in this case are not clear at this point as we are seeking 

clarity across the QSAH teams in other local councils and DEFRA before coming 
to a conclusion. The distant to home dogs in kennels is a problem for Cornwall. A 

report comes to SLT for approval in September 2018 that will then feedback to 
the LGO. 
 

Feedback from our customers 
 

Themes Action taken 

Lack of available services to register 

deaths in timely manager 

Service monitoring demands 

Requests to reduce PSPO on beaches Will review at next consultation 

Lack of parking at Libraries Specific sites will be reviewed 

Improve facilities in some libraries Specific sites addressing needs 

Concerns raised on taxi licences Each case is investigated and reviewed 
at licensing committee 

Staff approach and behaviours Customer soft skills training rolled out 

Aggressive behaviour of staff Investigate and where upheld training 
or work shadowing has taken place 

Incorrect completion of forms leading 
to incorrect payments or non-
payments for residents 

Staff received refresher training 
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Staff incorrectly pronouncing names at 

ceremonies 

Staff training and importance of being 

prepared reinforced 

Wedding ceremonies leaving 

streamer/confetti on byway 

Review of policy to include use of non-

environmental products and staff 
reminded to emphasis this at 
ceremonies with all parties 

Communication Generally all areas of the service need 
to improve our communication and say 

what we will do clearly. A review of all 
templates should take place as part of 

the plain English campaign aligned to 
the customer promise. 

Dog Mess Enforcement officers notified of hot 
spots and working closely with 
Community Network Panels and town 

and parish councils. 

Policy Customers have challenged our policies 

and these are reviewed on a case by 
case basis. 
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