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1.0	Complaints Handling
In accordance with guidance issued by the Northern Ireland Public Services Ombudsman (NIPSO), the Council adopted new Complaints Handling Procedures (CHP) on 1 January 2024.
These procedures provide a governance framework for the capture of complaints across Mid Ulster District Council.  The Council is required to publish complaints data on biannual and annual basis.

The Complaints Handling Procedures ensures:
· A standardised approach to dealing with customer complaints across the public sector in Northern Ireland
· A simplified consistent process for customers to follow when lodging a complaint
· To increase staff and customer confidence in complaints handling
· To encourage the Council to make best use of lessons learned from complaints

All complaints are progressed in accordance with the new internal governance procedures and in line with statutory requirements, established by the Public Services Ombudsman Act (NI) 2016.

2.0	Complaint Definition
The Council’s definition of a complaint is 

‘An expression of dissatisfaction by one or more members of the public about the Council’s action of lack of action, or about the standard of service provided by or on behalf of the Council.’

All complaints received are managed under a two stage complaints process:
Stage One: Frontline Response provides the opportunity to resolve or respond to complaints quickly and effectively; immediate action may be taken to resolve the complaint. A response will normally be issued within five working days. However, in extenuating circumstances, this timescale may be extended up to a maximum of 10 working days.

Stage Two: Investigation is appropriate where the customer remains dissatisfied with the Frontline Response. This stage involves a more in‑depth and detailed investigation to establish the relevant facts, reflecting the complexity or serious nature of the issues raised. A written response will be issued within 20 working days, unless an additional extension is applied in complex cases.
3.0	Complaint Handling Indicators 
Mid Ulster District Council is committed to providing a high standard of customer service to all its citizens.

‘We value complaints and use them to help improve our services.’

3.1	Stage One: Frontline Statistics
For the period 1 April 2025 to 31 March 2026, Mid Ulster District Council received 97 Stage One complaints.  Of the 97 Stage One complaints received, 64 were closed within 5 working days.  A further 32 complaints were closed within 10 working days, following a time extension being issued to facilitate a thorough investigation as permitted under the regulations. One complaint was responded to outside the 10‑working‑day timeframe due to extenuating circumstances arising during the investigation.

3.2	Breakdown by Quarter
Of the 97 Stage One complaints tracked through the Complaints Handling Procedure, there were 18 received in Quarter 1, 28 received in Quarter 2, 17 received in Quarter 3 and 34 received in Quarter 4.

3.3	Breakdown by Directorate
A breakdown by Directorate is presented below.  It should be noted that there are distinct differences with each Directorate in terms of employee numbers, scale and scope of services provided.  
	Directorate:
	Q1
	Q2
	Q3
	Q4
	Total

	Environment
	7
	9
	6
	10
	32

	Communities and Place
	8
	14
	10
	19
	51

	Organisational Development, Strategy and Performance
	1
	0
	0
	2
	3

	Corporate Service and Finance
	0
	0
	0
	0
	0

	Chief Executive’s Office (Planning)
	2
	5
	1
	3
	11





3.4	Stage Two: Investigation Statistics
From a total of 97 Stage One complaints, 11 progressed to Stage Two investigation. 
Of the 11 Stage Two complaints, 10 were responded to within the required 20 working days. One complaint required a short extension of an additional 5 working days, in accordance with the Council’s Complaints Handling Procedure, due to mitigating circumstances.

3.5	Additional Triaged Correspondence 
The Council additionally recorded 63 service requests that were initially submitted through a complaints channel but, following triage, were more appropriately managed and escalated as service requests, rather than a complaint. This figure only reflects those received via the complaints process and does not represent the total number of service requests received across the corporate organisation.
In addition, 43 enquiries were reviewed at the initial stage and determined to be outside the Council’s remit. These cases were therefore signposted to the relevant public authorities or statutory agencies.

4.0	Escalation to the Northern Ireland Public Services Ombudsman
During the financial year, six complaints were referred to the Northern Ireland Public Services Ombudsman (NIPSO). Of these referrals, three were closed on the basis that the Council’s Complaints Handling Procedure had not been fully exhausted or properly invoked prior to referral. One complaint was closed as the Ombudsman determined that insufficient information had been provided by the complainant to allow the case to proceed. The remaining two complaints were assessed by NIPSO and closed with the outcome that no further investigation was required. 

5.0	Complaint Categorisation
Most complaints fell under the category of ‘inadequate quality or standard of service’ (53%), with the remaining complaints categorised as detailed below:

	Complaint Categories:
	(Based on a total of 97 complaints)

	Inadequate quality or standard of service
	53%

	Unreasonable delay in providing a service
	2%

	Dissatisfaction with a Council Policy, or its impact on the individual
	4%

	Failure to properly apply law, procedure or guidance when delivering services
	4%

	Failure to follow the appropriate administrative process
	8%

	Conduct, treatment or attitude of staff or contractor who is delivering services on our behalf
	24%

	Disagreement with a decision 
	5%



5.1	Complaint Outcomes
Complaints received for the period 1 April 2025 – 31 March 2026 were investigated in line with statutory guidelines and closed based on the following outcomes:

	Complaint Outcomes 
	

	Resolved
	13%

	Upheld
	38%

	Partially Upheld
	9%

	Not Upheld 
	40%




5.2 	Complaint Channels
Complaints may be submitted via multiple channels. The following data from 1 April 2025 – 31 March 2026 provides a breakdown of the channels used by citizens to engage with the Council when logging a complaint. 

	Channels 
	

	Email
	70%

	Telephone
	11%

	Letter
	2%

	Online Complaints Form
	17%




6.0	Lessons Learned
The Council systematically reviews and analyse all complaints received under the Complaints Handling Procedure to ensure that lessons are learned, services are improved and appropriate corrective action is taken. 
Recurring themes across complaints during the reporting period highlighted opportunities to improve communication, reinforce staff standards, and improve operational processes.
As a result, several service improvements have been implemented.

6.1  	Improving Communication with Customers
A significant number of upheld and partially upheld complaints identified poor or unclear communication as a key issue, including insufficient explanations, delayed responses, or inconsistent information provided to customers.
Service improvements implemented:
· Staff reminders and guidance issued on customer service standards, particularly across telephone and email engagement.
· Improved coordination between departments (e.g. Environmental Health, Waste Services and Planning) to ensure customers receive a single, clear and informed response.
· Ensuring staff use clearer written communication methods making effective use of website to communicate timely and up-to-date information during service disruptions or closures 


6.2  	Enhancing Service Quality and Operational Standards
Many complaints highlighted issues with consistency of service delivery, such as facility maintenance and cleaning standards, bin collection arrangements and adherence to schedules.
Service improvements implemented:
· Revised cleaning regimes and enhanced monitoring of leisure facility changing rooms/toilets, including scheduled deep cleans and spot checks.
· Bin crews reminded of collection protocols, including leaving bins in original locations and maintaining cleanliness of vehicles.
· Improved monitoring and inspection of facilities and equipment such as marinas and memorial benches.
· Introduction of clearer operational instructions and supervision to reduce service failures and prevent repeat issues.


6.3  	Improving Administrative Processes and Recording
Service areas with upheld complaints relating to administrative errors or delays in communication highlighted the importance of robust internal processes and accurate record‑keeping at service level.
Service improvements implemented include:
· Clearer internal guidance on handling correspondence, objections and enforcement‑related matters, helping to avoid duplication and confusion.
· Improved oversight of shared inboxes to ensure complaints are not missed or delayed.

7.0	Continuous Improvement
The Council is committed to a high standard of customer service, continuous improvement in service delivery and compliance with the following complaint principles to ensure effective complaints handling:

Complaint Principles
	
· Our complaints procedure will be customer-focussed, clear, accessible and simple
· Our complaint handling will be fair and impartial
· Our complaints handling will be timely, sensitive, effective and consistent
· We will be accountable, acknowledge and apologise for our mistakes and put things right wherever possible
· We will strive to use complaints as an opportunity to deliver continuous improvement in the design and delivery of our services




For further information on our Complaints Handling Procedures please visit https://www.midulstercouncil.org/complaints or email our Customer Services Team at customerservices@midulstercouncil.org.
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