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Purpose of the report
1. To inform Members of compliments and complaints received by the Authority and handled under the compliments and complaints procedure during the period June to October 2008 inclusive, and to report on comments received since the start of the calendar year.  
Strategic Planning Framework
2.
The information and recommendation(s) contained in this report are consistent with the Authority’s statutory purposes and its approved strategic planning framework:

· Best Value Performance Plan objectives
We are committed to reviewing and reporting openly our successes and failures;  we actively invite feedback as part of our striving to improve
Background
3.
The Audit & Review Committee reviews, on a half-yearly basis, the compliments and formal complaints received by the Authority under the compliments and complaints procedure.  

4.
Appendix A sets out details of compliments received during the period June to October 2008, including a summary of the compliment, and the area of Authority work to which the compliment relates.  Appendix B is a summary of complaints handled during the period, including a summary of the complaint and the findings, the time taken complete the process, and the area of work to which the complaint relates.  Details of these complaints are given in a private report later in the agenda.
5.
At the June meeting, Members expressed interest in seeing details of “comments” received.  These comments are recorded and passed on to the relevant officer to deal with as appropriate.  Appendix C shows the comments received since January 2008;  for Members’ information those relating to car park charges and to toilets (historically the most frequent subjects) are marked accordingly.  Comments will be reported to A&R in future on a six-monthly basis.

RECOMMENDATION
6.
That the report be noted.
Lesley Knevitt
Secretariat Administrator

24 October 2008
Background documents:
None
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