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“CUSTOMER COMMENTS…..” 
 
Animal Welfare 

made

nv

• Lucinda very helpful & knowledgeable, easy to 
understand & very pleasant 

• Officer was interested in the situation, in which we 
found ourselves (we took in a stray dog) 

• Very helpful 
• A letter was sent to the owners of the dog and the 

barking is no longer a problem. 
• It didn't get resolved because it was the weekend and 

I would have to keep a note of times/dates and have 
lots of sleepless nights 

• Advice given was basically to find culprits myself and 
tell them to clean up after their dogs 

 
Pest Control 
• The advice given gave  "peace of mind" 
• Prompt, efficient & friendly service 
• Advice and treatment both proved satisfactory 
• Prompt attention, easy to understand explanation of 

the life cycle of wasps so no treatment needed. 
Thanks a lot. 

• I was perfectly satisfied with the response I had 
• Understanding & thorough 
• Good information offered 
• Prompt, friendly, helpful 
• The officer was very helpful in giving good advice 
• The Lady who dealt with my call was very pleasant as 

well as efficient. The lady who dealt with the rats was 
equally as good and came the day after my call as 
well as eradicating the problem. 

• Slow to attend after prompt contact 
• A little longer wait than anticipated 
• Rats still in evidence despite a number of visits 
• Slow to respond on several occasions. Said would 

ring before calling as follow up but just turned up. 
Unclear whether situation resolved but told any new 
sighting after 10 days was new call out. 

• I had to chase up the officer to make a return visit 
which had originally been promised 

• Though problem was solved the follow up telephone 
call a week after the first visit did not seem to be 

 
 
E ironmental Protection 
• The officer was very helpful & considerate & thorough 
 

“CUSTOMER COMMENTS…..” 
 
Commercial 
• Positive attitude. Immediate response 
• Very Good Advice allowing us to proceed with out 

aims. Thank you 
• Duncan & Anna voluntarily came in and gave a talk to 

St John Ambulance Youth Division which was well 
received & presented 

• No follow up 
 
 
Housing & Pollution 
• Officers were efficient & helpful at all times 
• Responded quickly to my concerns & was very helpful 
• Immediate result! 
• Officer resolved problem out of hours within 30 

minutes of my initial call & called me the next working 
day to ask if the problem had been resolved. 10/10  
110% 

• The officer (Gavin Pottinger) dealt with the situation 
very quickly so that it is no longer a problem 

• Rang by officer following day. Given comprehensive 
advice and support 

• Prompt & courteous 
• Not been helped at all, still suffering from the noise 
• I would just like to say that service was excellent but 

very difficult to know who or where to contact initially.  
Took me 5 telephone calls before being told who to 
contact 

• More communication and nobody knew whether my 
problem could be resolved 

• No visit was made and our landlord hasn't sorted the 
problem 

• The officer was very off hand and didn't even offer to 
come and see the problem.  

• I still not have the situation resolved. I still have 
smoke in my cupboard etc. Please could you inform 
me what is going on. 

• The enquiry was on behalf of my elderly parent in-
laws. I was not totally sure that the officer’s manner 
would help them and put them at ease. 

 
Animal Welfare 
• The local Dog Warden was excellent. 
• Very informative & helpful & understanding 
• Excellent Dog Warden, very kind & prompt with her 

help at an anxious time 
 



 

In 2006/07, 15% of people who requested our 
service were sent a satisfaction survey.  The return 
rate was 37% which is comparable with previo
years. 
 
Nature of complaint 

Pest Control 40% 

us 

Pollution & Noise 24% 
Animal Welfare 18% 
Food Safety 8% 
Health & Safety 4% 
Housing & Drainage 5% 
Environmental Protection 1% 

 
 
Satisfaction with initial response from Contact 
Centre / Admin Team 

 Year 
06/07 Direction Against previous 

years 

Excellent 39% 

Good 47% 

Fair 10% 

Poor 2% 
Spoke direct 
to officer 2% 

↓ 
Satisfaction has fallen 
6% on previous year.   
% excellent or good =  
2006/07 – 86% 
2005/06 – 91%  
2004/05 – 93% 
2003/04 – 87% 

 
 
Satisfaction with the time it took for an officer to 
contact 

 
Year 
06/07 Direction Against previous 

years 
Prompt 58% 
Satisfactory 39% 
Poor 0.5% 
Unacceptable 2.5% 

↑ 
Satisfaction has 
improved and is up to 
6% higher than 
previous years 

 
 
Satisfaction with the officer’s manner 

 
Year 
06/07 Direction Against previous 

years 
Excellent 47% 

Good 46% 

Fair 5% 

Poor 2% 

Satisfaction has 
improved slightly on 
last year↑  

How would you rate the overall service you 
received from the Environmental Health Team? 
 

 
Year 
06/07 Direction Against previous 

years 

Excellent 41% 

Good 45% 

Fair 12% 

Poor 2% 

↔ 1% change on last 
year 

 
 
 
 
We also ask customer to rate our services in 
order of priority to them.  Results were as 
follows : 
 
1st -  Pollution and noise control 
2nd -  Community Safety (crime and anti-social 

behaviour) 
3rd -  Animal Welfare  (stray dogs, fouling, kennels) 
4th -  Enforcing Food Safety 
5th -  Environmental Management  (air quality,  

contaminated land) 
6th -  Investigating food poisoning and infectious 

disease 
7th -  Pest control 
8th -  Investigating housing complaints  

(overcrowding, unfitness, landlords) 
9th -  Enforcing Health & Safety (including accidents  

at work) 
10th - Licensing of pubs, clubs, taxis and gaming 

establishments 
11th - Home Energy Efficiency 
12th - Issuing housing grants (disabled adaptations  

and home improvement) 
13th - Promoting Healthier living  (Food Safety & 

Community Health) 
14th - Water sampling  (private water supplies, pools) 
15th - Promoting local Sustainable Development 
 
 
 
 

If you were visited, did the officer show their ID 
card ? 

Year Against previous Direction 06/07  years 

Yes 77% 

No 23% 
↓ 

Has fallen 8% on 
previous year(s) 
Animal Welfare & 
Pest Control lowest. 
Housing & Pollution 
team were 100%. 

 
Was the officer’s advice easy to understand ? 

Yes 
Year 
06/07 Direction Against previous  

years 

Verbal 98% 

Written 94% ↔ No change 

 
If the matter was ongoing were you kept 
informed? 

 
Year 
06/07 Direction Against previous  

years 

Yes 79% 

No 21% ↑ 
10% improvement 
against last year. 
AW and H&P biggest 
improvements 

 
Was your complaint or enquiry resolved ? 

 
Year 
06/07 Direction Against previous  

years 

Yes 70% 

No 20% ↑ 
Improvement on 
previous years 
Housing & Pollution 
Team resolved 60% 
due to nature of 
enquiries 

 
If the enquiry was not resolved were you advised 
why? 

 
Year 
06/07 Direction Against previous  

years 

Yes 50% 

No 50% ↔ No change 

 


