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Appendix 3 


Ombudsman Statistics 

 Complaints Forwarded to the Ombudsman 01/04/08 to 31/03/09 

Reference Category Date Received 
by Ombudsman 

Decision Made Outcome 

0800800 Highway Management 07/07/2008 12/05/2009 Will be recorded as ‘Ombudsman’s discretion’ in 
2009/2010 report. 

0800811 Planning Enforcement 08/07/2008 25/09/2008 Local Settlement 

0801146 Land 29/08/2008 23/10/2008 Outside Jurisdiction 

0801038 Planning Applications 11/08/2008 Open as at 31/03/2009 Still open 

08006632 Planning Applications 18/06/2008 07/07/2008 Outside Jurisdiction 

0801157 Land 02/09/2008 24/11/2008 No or insufficient evidence of maladministration 

08014732 Planning Applications 05/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019086 Planning Applications 09/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019088 Planning Applications 09/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019095 Planning Applications 09/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019098 Planning Applications 09/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019101 Planning Applications 09/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 
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Reference Category Date Received 
by Ombudsman 

Decision Made Outcome 

08019100 Planning Applications 09/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019419 Planning Applications 13/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019418 Planning Applications 13/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019427 Planning Applications 13/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019422 Planning Applications 13/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019420 Planning Applications 13/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08020051 Planning Applications 26/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08020058 Planning Applications 26/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08020050 Planning Applications 26/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

0802006 Planning Enforcement 26/02/2009 Open as at 31/03/2009 Still open 

Number 
Received 

22 
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 Ombudsman Decisions Made 01/04/2008 to 31/03/2009 

Reference Category Date Received 
by Ombudsman 

Decision Made Outcome 

07C14652 Waste Management 29/01/08 07/04/08 Local Settlement 
08008112 Planning Enforcement 08/07/08 25/09/08 Local Settlement 
07C12858 Planning Applications 18/12/07 18/04/08 Ombudsman’s Discretion 
07C13057 Planning Applications 21/12/07 18/04/08 Ombudsman’s Discretion 
07C13058 Planning Applications 21/12/07 18/04/08 Ombudsman’s Discretion 
07C12095 Planning Applications 03/12/07 18/04/08 Ombudsman’s Discretion 
07C15401 Planning Applications 12/02/08 18/04/08 Ombudsman’s Discretion 
07C12905 Planning Applications 17/12/08 18/04/08 Ombudsman’s Discretion 
07C17483 Planning Applications 17/03/08 22/09/08 Ombudsman’s Discretion 
07C15773 Planning Applications 19/02/08 19/11/08 Ombudsman’s Discretion 
08011461 Land 29/08/08 23/10/08 Outside Jurisdiction 
08011570 Land 02/09/08 24/11/08 No or insufficient evidence of maladministration 
07C15719 Planning Applications 15/02/08 14/04/08 Outside Jurisdiction 
07C15223 Planning Applications 07/02/08 14/04/08 Outside Jurisdiction 
07C15161 Planning Applications 07/02/08 14/04/08 Outside Jurisdiction 
08006632 Planning Applications 18/06/08 07/07/08 Outside Jurisdiction 
Number of 
Decisions Made 

16 
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Response times to first enquiry letters 01/04/08 – 31/03/09 

Reference Date Received by 
Ombudsman 

Date Enquiry Sent 
to Council 

Date Response 
Received 

Time Taken/ Days Category 

08008112 08/07/08 10/07/08 22/08/08 43 Enforcement 

07C15773 19/02/08 29/04/08 10/07/08 72 Planning 
Applications 

08008005 07/07/08 22/08/09 08/09/08 17 Highway 
Management 

First Enquiries 
Total 

3 

Average Number 
of Days to 
Respond 

44 
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Appendix 4 
Ombudsman Statistics in Relation to Planning 

Planning Complaints Forwarded to the Ombudsman 01/04/08 to 31/03/09 

Reference Category Date Received 
by Ombudsman 

Decision Made Outcome 

0800811 Planning Enforcement 08/07/2008 25/09/2008 Local Settlement 

0802006 Planning Enforcement 26/02/2009 Open as at 31/03/2009 Still open 

0801038 Planning Applications 11/08/2008 Open as at 31/03/2009 Still open 

08006632 Planning Applications 18/06/2008 07/07/2008 Outside Jurisdiction 

08014732 Planning Applications 05/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019086 Planning Applications 09/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019088 Planning Applications 09/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019095 Planning Applications 09/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019098 Planning Applications 09/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019101 Planning Applications 09/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019100 Planning Applications 09/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019419 Planning Applications 13/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 



 
   

  
   

  
   

  
   

  
  

  
   

  
   

  

 

 
 

Reference Category Date Received 
by Ombudsman 

Decision Made Outcome 

08019418 Planning Applications 13/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019427 Planning Applications 13/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019422 Planning Applications 13/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08019420 Planning Applications 13/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08020051 Planning Applications 26/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08020058 Planning Applications 26/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

08020050 Planning Applications 26/02/2009 18/06/2009 Will be recorded as ‘No or insufficient evidence 
of maladministration’ in 2009/2010 report. 

Number 
Received 

19 



 
 

 
 

 

 
 
 
 
 
 
 
 
 
 
 
 

 
 

 

   

    
    

 
 

 
 

Planning Decisions Made 01/04/2008 to 31/03/2009 

Reference Category Date Received by 
Ombudsman 

Decision Made Outcome 

08008112 Planning Enforcement 08/07/08 25/09/08 Local Settlement 
07C12858 Planning Applications 18/12/07 18/04/08 Ombudsman’s Discretion 
07C13057 Planning Applications 21/12/07 18/04/08 Ombudsman’s Discretion 
07C13058 Planning Applications 21/12/07 18/04/08 Ombudsman’s Discretion 
07C12095 Planning Applications 03/12/07 18/04/08 Ombudsman’s Discretion 
07C15401 Planning Applications 12/02/08 18/04/08 Ombudsman’s Discretion 
07C12905 Planning Applications 17/12/08 18/04/08 Ombudsman’s Discretion 
07C17483 Planning Applications 17/03/08 22/09/08 Ombudsman’s Discretion 
07C15773 Planning Applications 19/02/08 19/11/08 Ombudsman’s Discretion 
07C15719 Planning Applications 15/02/08 14/04/08 Outside Jurisdiction 
07C15223 Planning Applications 07/02/08 14/04/08 Outside Jurisdiction 
07C15161 Planning Applications 07/02/08 14/04/08 Outside Jurisdiction 
08006632 Planning Applications 18/06/08 07/07/08 Outside Jurisdiction 
Number of Planning 
Decisions Made 

13 

Planning response times to first enquiry letters 01/04/08 – 31/03/09 

Reference Date Received by 
Ombudsman 

Date Enquiry 
Sent to Council 

Date Response 
Received 

Time Taken/ Days Category 

08008112 08/07/08 10/07/08 22/08/08 43 Enforcement 
07C15773 19/02/08 29/04/08 10/07/08 72 Planning Application 
First Enquiries Total 2 
Average Number of 
Days to Respond 

57.5 



Appendix 5 
Complaints to RBC by Service Area and Average Response Times 

Service Area 

2007/08 2008/09 

Total 
complaints % of total Average 

days to deal 
Total 

complaints % of total Average 
days to deal 

Development Control 57 30.2 11.5 29 26.4 13.3 
Streetscene 45 23.8 3.4 11 10.0 2.5 
Capita - Benefits 12 6.3 2.8 9 8.2 3.0 
Capita - BIU 0 0.0 0 1 0.9 8.0 
Capita - Call Centre 3 1.6 9.3 5 4.6 3.8 
Capita - Council Tax 23 12.2 5.2 14 12.8 3.4 
Capita - Council Tax Recovery 10 5.3 3.8 10 9.1 3.3 
Capita - NNDR 0 0.0 0 1 0.9 2.0 
Capita - One Stop Shop 1 0.5 8.0 4 3.6 3.8 
Communities 0 0.0 0.0 3 2.7 1.7 
Executive Office 4 2.1 9.3 1 0.9 11.0 
Customer Services & ICT 5 2.6 7.6 4 3.6 8.8 
Emergency Planning 0 0.0 0 1 0.9 7.0 
Environmental Health 3 1.6 3.3 3 2.7 5.0 
Licensing 5 2.6 3.0 2 1.8 12.5 
Property Services 4 2.1 8.0 1 0.9 12.0 
Facilities Management 2 1.1 36.0 0 0.0 0.0 
Forward Planning 1 0.5 2.0 0 0.0 0.0 
Legal 2 1.1 10.5 2 1.8 4.0 
Communications 2 1.1 5.0 0 0.0 0.0 
Finance 3 1.6 0.7 3 2.7 1.0 
Parking 2 1.1 6.5 5 4.6 3.0 
Human Resources 1 0.5 13.0 0 0.0 0.0 
Economic Regeneration 1 0.5 4.0 1 0.9 3.0 
Committee Services 3 1.6 8.3 0 0.0 0.0 

Total 189 100.0 7.0 110 100.0 6.4 

Complaints received not for RBC: 
Greenvale Homes 1 0 
Lancashire Highways 4 2 
Rossendale Leisure Trust 1 1 

Overall total 195 113 

Key

 exceeds 10 day target 



Appendix 6 

Summary of Complaint Type by Service Area 2008/09 

Service Area 

Root Causes of Complaint 
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Development Control 7  2  9  6  1  0  4  29  
Street Scene 0  0  4  1  0  0  6  11  
Capita - Benefits 2 0 2 0 0 0 5 9 
Capita - BIU 0 0 0 0 0 0 1 1 
Capita - Call Centre 0 0 0 4 0 0 1 5 
Capita - Council Tax 3  1  0  0  0  0  10  14  
Capita - Council Tax Recovery 1  2  0  0  0  0  7  10  
Capita - NNDR 1 0 0 0 0 0 0 1 
Capita - One Stop Shop 0 1 0 0 0 0 3 4 
Communities 0 0 2 0 0 0 1 3 
Executive Office 0 0 0 1 0 0 0 1 
Customer Services & ICT 0 0 0 0 0 0 4 4 
Emergency Planning 0 0 0 0 0 0 1 1 
Environmental Health 2 0 0 1 0 0 0 3 
Licensing 1 0 0 1 0 0 0 2 
Property Services 0 0 0 0 0 0 1 1 
Legal 1 0 1 0 0 0 0 2 
Finance 1 0 1 0 0 0 1 3 
Parking 2 0 0 1 0 0 2 5 
Economic Regeneration 0 0 0 0 0 0 1 1 

Total 21 6 19 15 1 0 48 110 
% complaint type of total 19.1 5.5 17.3 13.6 0.9 0.0 43.6 
Complaints received not for RBC 
Lancashire Highways 2 
Rossendale Leisure Trust 1 

Overall total 113 



Appendix 7 
Customer Compliments by Service Area 2008/09 

Directorate Service Area Team 
Compliments received during: 

April - June 2008 July - September 
2008 

October - December 
2008 

January - March 
2009 

Executive Office 1 

Human Resources 

Chief People & Policy Policy Unit 
Executive Communications 

Finance & Financial Services 
Property Property Services 

Refuse & Cleansing 2 3 1 3 
Street Scene 
Operations Emergency Planning 

Parks & Open Spaces 2 

Capita - Council Tax Recovery 

Capita - Council Tax 

Customer 
Capita - Call Centre 

Services Capita - Benefits 

Capita - OSS 2 1 1 

Place ICT 

Customer Services 1 1 

Community Safety 

Communities 
LSP Delivery 

Service Development 

NEATs 6 1 

Regeneration Delivery 1 

Regeneration 
Regeneration Progs 1 

Economic Development 1 

Traffic & Parking 1 

Legal Services 

Legal Committee & Member 
Services 3 8 1 

Elections 2 2 94 2 

Business 
Building Control 1 

Forward Planning 
Planning Development Control 4 4 2 1 

Land Charges 1 

Environmental Environmental Health 2 1 
Health Licensing 1 

Total 19 16 111 12 



 

 

 
                

Appendix 8 
Justified/Unjustified Complaints by Service Area 2008/09 
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Total
 

Justified 9 8 4 - 2 1 1 - 1 1 1 - - 1 - - - - - - 2 9 
Unjustified 2 0 3 5 1 3 1 3 9 1 3 2 - 4 1 2 2 1 2 3 5 1 8 1 

Total 2 9 1 1 9 1 5 1 4 1 0 1 4 3 1 4 1 3 2 1 2 3 5 1 1 1 0 

Service Area 

26.36% 

73.64% 
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