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YORKSHIRE DALES NATIONAL PARK AUTHORITY ITEM 9  

Committee: AUDIT AND REVIEW 
Date: 

Report: 

12th April 2022 

COMPLAINTS AND COMPLIMENTS 2021/22 

Purpose of the report 

1. To provide Members with an annual summary of complaints and compliments received during
the period March 2021 to February 2022 inclusive.

RECOMMENDATION 

2. That the report is noted.

Strategic Planning Framework 

3. The information and recommendation contained in this report is consistent with the
Authority’s statutory purposes and its approved strategic planning framework:

Corporate Plan 2021/22 Action 36: Provide high quality, efficient and effective 
services and communications to the public and other stakeholders, and so 
maintain the Customer Service Excellence standard every year. 

Background 

4. Complaints and Compliments are reported annually to the A&R Committee.

5. Members are asked to note the information contained in this report:

APPENDIX A Compliments received March 2021 to February 2022 inclusive
APPENDIX B  Complaints received March 2021 to February 2022 inclusive

Lesley Knevitt 
Corporate Services Officer 

21 March 2022 

Background documents: 
None 
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Compliments Received March 2021 to February 2022 inclusive        APPENDIX A 
 
Total in period 37   Rangers:  11 

Planning:  8 
NPCs:   12 
Communications 1 
Visitor Services 3 
Finance  1 
Authority  1 

 
Previous period 21  Rangers:    8 

Planning:    7 
Access & Engagement:  3 
National Park Centres:  2 
Reception:    1 

 
Date 

compliment 
received 

Summary of compliment Department Area of work 

15-Apr-21 Thanks to Paul Sheehan (Access Ranger, Upper Wensleydale) for very prompt repair to squeeze stile Park Services Rangers 

20-Apr-21 Compliments Authority for “everything we do which creates a wonderful experience, particularly during pandemic” Authority All 

05-May-21 Local residents who really appreciate the work carried out by Matt Neale (Area Manager) and team in Upper 
Wensleydale 

Park Services Rangers 

19-May-21 Was grateful (via Twitter) for help given by Information Adviser at Grassington (unknown) who helped him map out a 
commemorative walk 

Park Services NPCs 

19-May-21 Had asked for assistance with footpath issue and had received very prompt response from Paul Wilkinson (Area 
Ranger, Cumbria) 

Park Services Rangers 

20-May-21 Thanks to Gail Dent (Planning Support Officer) and the team for prompt help with application queries Conservation & 
Community 

Planning 

24-May-21 Thanks for the exceptional welcome and facilities at Malham NPC which made for a memorable visit Park Services NPCs 

07-Jun-21 Congratulations to the whole team for providing a memorable experience at the Dales Countryside Museum - "a gem" Park Services NPCs 

09-Jun-21 Tourist Information Centre grateful for the help from Julie Barker (Head of Visitor Services) "You are so impressive, I 
wish we could poach you!" for help and time re work shadowing, and for the follow-up information 

Park Services Visitor Services 

14-Jun-21 Thanks to Wendy Thompson (Senior Planning Officer) for very prompt attention to planning matter Conservation & 
Community 

Planning 
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Date 
compliment 

received 
Summary of compliment Department Area of work 

15-Jun-21 Very complimentary email of thanks to Visitor Services team for brochures and information about visiting the 
Yorkshire Dales (from Belgium) 

Park Services Visitor Services 

22-Jun-21 Had a fantastic visit to Aysgarth Falls and complimented on facilities, helpful staff, and Meet and Greet service Park Services NPCs 

23-Jun-21 Letter of thanks to Young Rangers team and particularly Roger Foreman (Access Ranger, Swaledale) for the Grinton 
Conservation Project 

Park Services Rangers 

25-Jun-21 Very grateful to Michael Briggs (Area Ranger Swaledale) and his team for work on gates through the Muker 
Haymeadows 

Park Services Rangers 

16-Jun-21 Short and subtle compliment to Peter Lambert (Pennine Bridleway Officer) for work done in Long Preston Park Services Rangers 

25-Jun-21 General compliment to Grassington NPC on all the work they do Park Services NPCs 

15-Jul-21 Thanks to Calum Stott (Access Ranger, Cumbria) for work on bridleway at Middleton Park Services Rangers 

18-Jul-21 Very complimentary about the Meet and Greet facility at Aysgarth: "I would like to send a message of praise and 
thanks … Our visit was certainly greatly improved due to the information and advice …. A definite asset. 

Park Services NPCs 

30-Jul-21 Thanks to Paul Sheehan (Access Ranger, Upper Wensleydale), for work on steps to Redmire Falls Park Services Rangers 

06-Aug-21 Grateful thanks to Audrey Thwaite (Information Advisor) for her help at DCM with credit card stuck in carpark machine 
- "you are fortunate to have her" 

Park Services NPCs 

20-Aug-21 TripAdvisor Travellers Choice Award for number of positive reviews over year for Aysgarth Falls - "providing great 
service and experiences to your guests". 

Park Services NPCs 

18-Aug-21 Comment to other Twitter user about service in a National Park Centre "customer services skills were exemplary" Park Services NPCs 

09-Sep-21 Thanks to Andrea Clay (Information Advisor, Grassington) for help and assistance given: "We had a lovely weekend 
which was enhanced by the advice that we were given at the NPC. Hope to be back to Grassington soon". 

Park Services NPCs 

16-Sep-21 Note to Head of Development Management thanking planning team for help with application Conservation & 
Community 

Planning 

19-Sep-21 Thanks to Kirstin Hruby (Information Advisor) for helping a customer out with parking arrangement when his 
accommodation didn’t have any space and the weekend was busy with the 1940s traffic; reports "he said I was the 
most helpful person he had spoken to in months” 

Park Services NPCs 

21-Sep-21 Note of thanks to Tom Hickey (Access Ranger Cumbria) for work on gate Park Services Rangers 

24-Sep-21 Thanks to Ranger team in Swaledale: "I wish to thank you for the efficiency of your organisation" Park Services Rangers 

08-Oct-21 Compliment to Communications team (Sarah Nicholson, Communications Officer) for production of The Visitor Corporate Services Communications 

31-Oct-21 Compliment to Katy Foxford (Tourism Support Officer) for help with accommodation listings on website: "Katy has 
been a great representative of YDNPA" 

Park Services Visitor Services 

15-Nov-21 Thanks to Jayne Sayer (Finance Officer) for processing car park refund so efficiently Corporate Services Finance 

14-Dec-21 General compliments re Grassington NPC, and in particular help from Andrea Clay (Information Advisor) Park Services NPCs 
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Date 
compliment 

received 
Summary of compliment Department Area of work 

14-Jan-22 Note of appreciation for Wendy Thompson (Senior Planning Officer South) for help with application Conservation & 
Community 

Planning 

17-Jan-22 Compliments for Wendy Thompson (Senior Planning Officer South): "Throughout the process you have carefully 
managed our expectations, given guidance, and encouraged us to make appropriate compromises. You have been 
approachable and, more importantly, contactable and responsive. Thanks very much for all your hard work and 
persistence." 

Conservation & 
Community 

Planning 

20-Jan-22 Compliment for Mark Williams (Senior Planning Officer North): "I was not expecting such a speedy response; Thank 
you so much, I am very impressed". 

Conservation & 
Community 

Planning 

26-Jan-22 Email to Head of Development Management praising Wendy Thompson (Senior Planning Officer South) "Her 
professional, customer focussed approach has guided us through a difficult and sensitive process with a minimum of 
worry". 

Conservation & 
Community 

Planning 

28-Jan-22 Thanks to Nicola Dinsdale (Planning Officer): "You communicated and helped and were kind and polite. That was 
really appreciated". 

Conservation & 
Community 

Planning 

02-Feb-22 Note of thanks "a big thank you to the national park ranger" (Paul Sheehan, Access Ranger Wensleydale) for work 
done on footpath and access 

Park Services Rangers 
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                 APPENDIX B 
Complaints handled under formal complaints procedure  
March 2021 to February 2022 inclusive 
 
Total in period 12:     Planning/Enforcement 10; Corporate Services 1;  Park Services 2 (1 part); Legal 1 (part).  
[Total in previous period 6:  Planning/Enforcement 2;  Corporate 1;  Communications 2;  Park Services 1] 

 
Five Complaints were investigated at both stages of process (highlighted).  At the time of reporting, there have been no referrals of complaints (in this period) to the 
Local Government Ombudsman. 

 
Please note that current target response times are fifteen days at Stage 1; twenty-five days at Stage 2 (Updated October 2021 from ten/twenty days respectively) 
 

Date Team Issue Detail or complaint Outcome Time 
taken to 
respond 

10-Mar-
21 

Planning Delays in planning 
application, no 
communication despite 
repeated calls and emails 

Unacceptable delays in straightforward 
planning application, compounded by lack of 
explanation, progress report, or update. No 
response to emails or calls. 

Upheld. Not acceptable standard of service, 
compounded by staffing difficulties within the planning 
team. Offered apology; assurance that application was 
now priority and would be decided within week 

8 days 

29-Mar-
21 

Planning Felt evidence weighted 
towards applicant (re phone 
mast) 

Not enough evidence of consultation, or of 
scientific evidence of public health 
considerations, given when giving permission 
for 5G mast 

Not upheld. Explained national process for 
consideration of permitted development and explained 
consultation process 

15 days 

29-Mar-
21 

Corporate 
Services 

Tendering process - 
electronic receipt of tenders 

Submitted a quotation which did not arrive by 
deadline although he claimed it was sent in 
sufficient time. 

Not upheld. As local authority funded through taxpayer, 
must be transparent and consistent; no evidence to 
support consideration of a late quote 

9 days 

20-Apr-
21 

Park 
Services 

Unhappy with response to 
reporting of potential 
incident with horses 

Had encountered a potential difficulty with 
horses on public footpath in 2019, unhappy 
that horses still present and felt original and 
subsequent response by Area Ranger had 
been insufficient.   

Upheld in part.  Explained processes re RoW; owners 
of horses had been contacted but not followed up with 
letter. Will write to owners re two incidencess 

10 days 

16-Apr-
21 

Planning 
(two 
stages) 

Unacceptable delays in 
processing planning 
application 

Unhappy that pre-app advice did not include all 
the subsequent planning requirements; 
consideration of application too long. Feels 
therefore that application was not dealt with in 
fair and professional manner. Questions 
restrictions of s106 

Upheld in part.  Explained how pre-app service might 
relate to actual application; explained why s106 needed; 
accepted delays not acceptable but explained 
exacerbated by covid working arrangements and then 
internal staffing issues. 

12 days; 
20 days 



 

50 
 

30-Apr-
21 

Planning 
(two 
stages) 

Feels planning service 
received was poor, 
perceived unacceptable 
delays/lack of response. 

Applicant did not start permission within three 
years but instead tried to discharge conditions 
due to misunderstanding.  Felt delays 
unacceptable, despite explanations of process. 

Upheld:  Officers gave wrong advice for which apology; 
but confirmed permission lapsed. 
 

12 days, 
20 days 

27-Jul-
21 

Enforceme
nt/Rangers 
(two 
stages) 

Had reported dumping of 
rubbish down riverbank on 
farmland 

Complainant had reported this to Info and had 
been passed to Ranger team; not on footpath 
so passed to enforcement team. Complainant 
not happy at lack of updates and immediate 
response;  angry that more robust action was 
not taken and would not accept explanations of 
process 

Upheld in part.  Responses should have been quicker; 
enforcement processes and responsibilities explained 
and confirmed correct.  

13 days,  
20 days 

02-Aug-
21 

Planning/ 
Legal 
(two 
stages) 

Had been refused an 
Lawful Development 
Certificate and was 
unhappy with reasoning 

Complaint focuses on whether sufficient 
contact was made with agent before report 
submitted for decision; asks for decision notice 
to be rescinded. Also unhappy at timescale to 
make decision 

Not upheld; explained requirements of LDC process 
and timings and confirmed planning officer had been in 
touch with the agent prior to the decision 

10 days, 
17 days 

09-Aug-
21 

Enforceme
nt 
 

Unhappy that enforcement 
action not taken against 
hotel 

Unhappy with lack of enforcement action re 
apparent change of use at hotel despite 
refused planning application and appeal; 
enforcement investigation confirmed no action 
to be taken at present.  Complainant also 
unhappy with planning officer’s conduct which 
he felt was tardy and disrespectful. 

Not upheld confirmed that planning officer had acted 
correctly, professionally and promptly.  Enforcement 
processes and legal opinion explained 

19 days 
 

27-Aug-
21 

Planning Angry at way Listed 
Building Consent 
application handled 

Claims his work on listed building is lawful; that 
officers have made assumptions and refused 
LBC on false information.  Ties in with a 
request for information under EIR 

Not upheld.  Processes and decisions correct 13 days 

09-Sep-
21 

Planning 
(two 
stages) 

Poor service from planning 
team 

Delays, poor communication, inconsistency 
and a lack of professionalism from the Senior 
Listed Building Officer, and poor 
communication with Head of Development 
Management 

Upheld in part.  Apologised for time taken, but 
explained process for a complex application and that all 
opinions were considered as part of final judgement of 
planning officer; communications not unprofessional 
although wording might have been better. 

12 days; 
22 days 

09-Nov-
21 

Planning No immediate response to 
questions about 
consultation on planning 
application/decision;  also 
that that we didn't consult 
widely enough 

Had emailed planning officer claiming 
insufficient consultation carried out re 
application for forestry; unhappy that 
immediate answer not received.  Complained 
also about decision. Felt that our process for 
consultation was not wide enough 

Not upheld.  Set out consultation (and responses) in 
full; correct consultation process followed 

4 days 

 


