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This is the first Quarterly Voice of the Customer Report for 2021/22 covering the period 
from the 1st April 2021 to the 30th June 2021. The report includes various information 
regarding customer contact including customer feedback, customer satisfaction levels 
and customer demand data. 
 
During this period the restrictions that had been in place during the previous year due 
to Covid-19 were slowly being lifted. In April 2021 leisure facilities were allowed to 
reopen, this meant that the leisure centre and Trinity Arts Centre could start operating 
again with some social distancing measures remaining in place. 
 
During quarter 1 the guildhall building main entrance remained closed to walk in 
customers, face to face contact for the council remained limited to vulnerable and 
emergency cases only. Residents were still able to access advice via the intercom 
facility and some customer were seen by appointment by the land charges and elections 
departments. JCP started seeing a small number of customers by appointment only 
from 12th April 2021 with extra cleaning duties being carried out in the reception and 
JCP desk areas after customers had attended. 
 
The law for committee meetings changed on the 7th May 2021 and committee meetings 

returned to being held face to face rather than virtually. The first face to face meeting 

held was the planning committee on the 26th May 2021 and a full Council meeting was 

held at the Epic Centre on Monday 28th June 2021 which allowed a larger number of 

councillors to attend keeping in line with social distancing requirements. 

Overall customer demand increased during quarter 1, compared to the same period the 
previous year (2020/21) the number of calls received increased, more customers were 
using the website and online methods to make contact or request a service and there 
was an increase in the number of customers attending the guildhall for assistance. A 
smaller number of service requests were received in total and online remained the main 
method used by customers to request a service, with phone being the second contact 
preference.  
 
With regards to customer feedback, the number of complaints received and upheld 
reduced slightly in comparison to the previous year. There was a big increase in the 
number of compliments received, in particular for Revenues and Benefits for hardship 
grants provided and Member and Support Services for their efforts in getting face to 
face committee meetings back up and running safely and smoothly.  
 
When complaints are investigated, trends and learning actions are noted, in some cases 
improvements can be made even when fault has not been identified. These 
observations are communicated to the management team and are detailed later in the 
report. 
 
During quarter 1 customer satisfaction decreased slightly, given the restrictions that 
have been in place we would expect to see fluctuations in customer satisfaction. The 
comments from customers when asked what we did well or what we could have 
improved on are covered within this report. 
 
 

Introduction 
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The information in the tables and graphs below illustrate all customer feedback received 
(Compliments, Comments and Complaints) and how the numbers compare to the 
previous Quarter 1 period of 2020/21.  

 

Overall Figures 
April 
2021 

May 
2021 

June 
2021 

Totals Totals Compared to Qu1 2020/21 

Complaints 10 8 19 37 40 down by 3 

Compliments 119 56 89 264 186 up by 78 

Comments 3 4 4 11 7 up by 4 

Average days to respond 6.6 10.1 8.4 8.3 7.9 up by 0.4 days 

WLDC at Fault 1 4 3 8 10 down by 2 

% WLDC at Fault 10% 50% 16% 21% 25% down by 4% 

 QUARTER 1 
Qu1  

(21/22) 
Qu1 

(20/21) 
   

 

 

 
 
There has been an increase in the number of compliments received compared to the 
previous quarter 1 period. The Revenues and Benefits teams received an increase in 
compliments during April 2021 for the hardship grants they provided to assist eligible 
residents financially following the impacts of the Covid19 pandemic. 
 

The number of complaints received has decreased slightly compared to the previous 
quarter 1 period, a decrease of 3 complaints overall. 
 

The average complaint response time was 8.3 days which is an increase of 0.4 days 
compared to the previous period. This is still well within the 21 day target period.  
 

The services that receive the highest number of complaints are the main customer 
facing services, customer services, planning and development and waste services.  
 

The percentage of upheld complaints has decreased overall, more specific information 
on upheld complaints is contained later within this report. 
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These observations have been made from feedback received during quarter 1: 
 
Planning Enforcement 
There has been an increase in the number of complaints received and upheld regarding 
lack of contact, response or updates when customers have either made a report or are 
asking further queries. 
 
Potential causes are resource issues, increases in work load due to customers observing 
more as they are at home more or are cases more complex and therefore take longer to 
resolve? The Assistant Director and Team Managers will be engaged with to identify how 
this issue can be resolved and an update will be provided at a later date. Is there any 
potential for some triage at first contact and could more self-service be added into the 
process 
   
Planning Enforcement 
There have been several complaints received regarding the fact that the enforcement team 
are unable to take any action, often because the condition that was put in place is not 
specific enough. This causes frustrations for the enforcement team, if conditions were more 
specific or better written then it would save time, make it easier for the enforcement team 
and would mean complaints would reduce. 
 
Why do planning officers not work more closely with the enforcement team when conditions 
are being written? This would make it much easier for the enforcement team in enforcing 
them and would reduce the number of complaints received leading to an improved customer 
experience and better efficiency overall. The Assistant Director and Team Managers will be 
engaged with to identify how this issue can be resolved. 
 
Planning Enforcement  
Complaint investigations have identified that although flare is used for enforcement records 
all associated documents, including evidence and customer correspondence is saved on 
another system (Idox). Other teams store everything on flare, this makes it easy for anyone 
examining a case to see all information required without having to bother the officer for more 
information or explanation. When the LGO approach us for information they often request 
a copy of the full case record, when this is not all in one place this becomes a difficult and 
time consuming task. 
 
Is there a reason why two different systems are used, why isn’t everything stored in the 
same place like Environmental Protection records? If everything was kept on the flare record 
it would make examination easier, would save officer time and would allow colleagues in 
the enforcement team to pick up each other’s work more easily in times of absence etc. The 
Assistant Director and Team Managers will be engaged with to identify how this issue can 
be resolved 
 
Disabled Facilities Grants 
Complaints have been received regarding delays to DFG applications and works. 
Investigations have found that the delays are not caused by WLDC, they are due to delays 
in LCC and Occupational Therapists completing their assessments. This is a part of the 
process which occurs prior to WLDC becoming involved. 
 
The team are aware of this issue and are working to ensure that applicants are made aware 
of the specific process and different stages involved in their application. The performance 
team will be examining the DFG process to see where improvements can be made and the 
performance indicators will be reviewed to ensure they are relevant. 
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Disabled Facilities Grants 
Complaints have been received regarding the charges that are placed on a customer’s 
property when they receive a DFG. Claims have been made that they have only found out 
about the charges once the work has been completed. 
 
The team are aware of this issue and are working to ensure that applicants are made aware 
of the charges that will be placed on their property from the outset so that they know what 
to expect and the charges do not come as a surprise. This information is included in the 
supporting letter that is sent to applicants with the application form and at the stage of 
approving the grant the land charge amount is detailed. 

 
Planning and Development 
There has been an increase in the number of complaints received regarding historical 
issues, some in relation to planning decisions that were made 10 to 20 years ago. These 
investigations have required several hours of senior officer time. When referred to the LGO 
they would not investigate the matter as they classed it as being out of time. 
 
The council can’t reasonably be expected to investigated something that happened 10 or 
20 years ago and therefore as a result the WLDC complaints process will be amended as 
follows to better explain what we can and cannot investigate and to reflect the LGO’s 
investigation process:  
 
What we cannot investigate: 
We cannot look at a complaint if: 

 you have left it more than 12 months since knowing about the problem 

 It is regarding a matter or decision that happened several years ago 

 the matter has not affected you personally or caused you an injustice 

 the issue affects most people in the council's area 

 it is about employment or staffing  matters (such as employment or disciplinary 
issues) 

 
Street Cleansing 
Several customer satisfaction survey comments have been received regarding fly tipping 
reports and the fact that customers are not informed when they have been actioned. It has 
also been identified that when a fly tip is reported that WLDC can’t remove because it is 
located on private land the customer is not made aware. This leads to them thinking that 
their report has been ignored and they leave a low satisfaction score. 
 
The current system is not able to offer this function to resolve the issue but the new CRM 
system that is currently being set up and installed will be able to provide timely updates to 
customers when fly tipping has been reported to us and removed.  
 
WLDC Officer Voicemail Boxes 
A complaint investigation discovered that several voicemail boxes on officer extensions 
were full and there were messages that had not been listened to or actioned. This means 
that if a customer calls that extension and it is not answered they are not able to leave a 
voicemail message as the box is full. 

 
A reminder and guidance on how to use the voicemail service was sent out to Team 
Manager’s to share with their teams, they were also asked to remind officers to action 
voicemail messages and delete them so that voicemail boxes do not become full. In future 
alerts will be sent to officers of full mailboxes advising action to be taken. 
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Compliments by Service 
 

Please see Appendix 1 for full details of all compliments received between April and 

June 2021. 

Note: Services that do not appear in the table below did not receive any compliments  
 

COMPLIMENTS 
April 
2021 

May 
2021 

June 
2021 

Qu1 
Total 

Revenues and Benefits 
(combined) 

56 3   59 

Customer Services 13 8 22 43 

Planning and Development  13 6 23 42 

Waste Services 8 6 7 21 

Trees and Conservation 1 6 11 18 

Street Cleansing 6 6 4 16 

Growth and Regeneration 3 5 2 10 

Member and Support Services 1 1 7 9 

Revenues (Council Tax) 4 1 1 6 

Arts and Leisure 3   2 5 

DFG's 1 2 1 4 

Licensing  3   1 4 

Building Control 1   2 3 

Communities  2 1   3 

Housing Enforcement   3   3 

Planning Enforcement   1 2 3 

WLDC in general 1 1 1 3 

Benefits   1 1 2 

Electoral Services   2   2 

Food, Health and Safety 2     2 

Cemetery      1 1 

Customer Experience   1   1 

Environmental Protection 1     1 

Home Choices     1 1 

Local Land Charges   1   1 

Property Services   1   1 

Totals  119 56 89 264 

 
Compliments are received through various channels including customer survey 
feedback and social media. Officers are proactive at recognising when a compliment 
has been received and are making sure these compliments are logged.  
 
Team Managers also monitor and use compliments in their individual service 
performance measures. The number of compliments received during quarter 1 has 
increased by 78 compared to the previous year. 
 

Compliments 
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The services that typically receive the most complaints also receive the highest number 
of compliments, with these being our main customer facing services and therefore 
interacting daily with our customers. 
 
During quarter 1 there has been an increase in the number of compliments received 
overall and for the Revenues and Benefits teams specifically, they worked together in 
providing hardship grants to assist eligible residents financially following the impacts of 
the Covid-19 pandemic.  
 
In April/May additional hardship grants were provided by Government via Lincolnshire 

County Council that that enabled the districts councils to award grants to anyone 

suffering financial vulnerability due to the pandemic. 

The teams considered anyone who had already received either a discretionary 

housing payment (help with rent), Test and Trace or Winter Payment award or a 

Council Tax Discretionary Hardship Payment (help with council tax) and as a result 

were able to award an additional payment of £450 to all those eligible paying out  

£59,850 in total. 

The benefits team awarded this payment to 56 benefit claimants and received 22 

compliments and the revenues team awarded it to 77 council tax payers and received 

37 compliments. 

The Members and Support Services team received several compliments for their efforts 
in getting face to face committee meetings back up and running safely and smoothly. 
 
The law for committee meetings changed on the 7th May 2021 and committee meetings 

returned to being held face to face rather than virtually. The first face to face meeting 

held was the planning committee on the 26th May 2021 and a full Council meeting was 

held at the Epic Centre on Monday 28th June 2021 which allowed a larger number of 

councillors to attend whilst maintaining social distancing requirements. 

Many compliments were received from Councillors that had attended the planning 

meeting in the council chamber and the meeting held at the Epic Centre. Councillors 

recognised and appreciated the hard work, planning and preparation that was required 

to ensure everything worked well and that attendees felt safe. 
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Comments by Service 
 

Please see Appendix 2 for full details of all comments received between April and June 
2021. 
 

Note: Services that do not appear in the table below did not receive any comments  
 

COMMENTS 
April 
2021 

May 
2021 

June 
2021 

Qu1 
Total 

Waste Services   2 2 4 

Communities    1   1 

Electoral Services 1     1 

Out of Scope   1   1 

Property Services     1 1 

Revenues (Council Tax) 1     1 

Street Cleansing 1     1 

System Development     1 1 

Totals 3 4 4 11 

 
The number of comments received has increased slightly this period. When comments 
are received they are considered and responded to where applicable and if contact 
details have been provided.  
 
Any improvements that can be made when a comment is received will be implemented 
by the responsible department.  
 
During quarter 1 the majority of comments received were for waste services. Comments 
were received in relation to green garden waste charges, refuse collections taking place 
in areas where roadworks are ongoing and staff behaviour. 
 
One comment received referred to the online booking system for a sharps collection, 
investigation has found that the booking system does not always function correctly for 
customers using a particular device or browser. This is a known issue that has been 
reported to the system provider for investigation. The comment logged for systems 
development was regarding a similar problem but for the bulky collection booking 
function where it allowed the customer to pick a date but not a time. These issues led to 
the customers having to contact the council on the phone rather than completing their 
requests online. 
 
A comment received for street cleansing regarding the amount of litter on the main roads 
in the district was considered along with other feedback received and actions were put 
in place for the team to litter pick in the highlighted areas. This work led to several 
compliments being received which are also included within this report.  
 
Where applicable any comments received will be considered when service review work 
takes place in the near future. 
 
Any customer who submits a comment that is out of scope for West Lindsey District 
Council is directed to the most appropriate agency to assist them. 

Comments 
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Complaints by Service 
 

The graph below shows the number of complaints received by each service during 
quarter 1; 
 

 
 
 
The number of complaints received during quarter 1 has decreased by 3 compared to 
the previous year. The majority of complaints received were for waste services and 
planning enforcement, 5 of the complaints received were out of scope. Overall a smaller 
percentage of complaints have been upheld, 21% compared to 25% the previous year. 
 
It should be noted that during quarter 1 there has been a big decrease in the number of 
complaints received for planning and development services. In total 2 complaints were 
received, neither upheld, which is a lot less than the 14 complaints received during the 
same period of the previous year. 
 
There has been an increase in the number of complaints received and upheld for 
planning enforcement services, these are discussed further on and some improvement 
areas have been identified above.  
 
The out of scope complaints received were regarding various issues including man hole 
covers, the market rasen leisure centre, pot holes and parking fines in a taxi rank. The 
complainants were contacted and signposted to the correct agency, where permission 
was given to share their personal details the complaints were forwarded on for them. 
 

Upheld complaints are detailed in the table below and are examined in more detail later 
in this report. 
 

0 1 2 3 4 5 6 7

Waste Services

Out of Scope

Planning Enforcement

Benefits

DFG's

Environmental Protection

Planning and Development

Revenues (Council Tax)

Street Cleansing

Community Safety

Customer Services

Electoral Services

Food, Health and Safety

Home Choices

Housing Enforcement

Local Land Charges

Member and Support Services

System Development

Complaints 
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Note: Services that do not appear in the table below did not receive any complaints  
 

Complaint Service Areas 
April 
2021 

May 
2021 

June 
2021 

Qu1 
Total 

Upheld 

Waste Services 1 1 4 6 2 x fully upheld 

Out of Scope     5 5   

Planning Enforcement 1 1 3 5 2 x partially upheld 

Benefits 2     2   

DFG's     2 2   

Environmental Protection   2   2 
1 x partially upheld and       

1 x fully upheld 

Planning and Development    1 1 2   

Revenues (Council Tax) 1 1   2   

Street Cleansing 1   1 2   

Community Safety     1 1   

Customer Services     1 1   

Electoral Services 1     1   

Food, Health and Safety 1     1   

Home Choices   1   1 1 x fully upheld 

Housing Enforcement   1   1   

Local Land Charges 1     1   

Member and Support 
Services 

    1 1   

System Development 1     1 1 x fully upheld 

 Totals 10 8 19 37 
5 x fully upheld and             
3 x partially upheld 

 

Complaint Categories 
 

The table below illustrates what types of issues the complaints received were regarding: 
 

Complaint Categories 
April 
2021 

May 
2021 

June 
2021 

Qu1 Total 

Quality of Service 4 5 5 14 

Decision Made 2   3 5 

Out of scope     5 5 

Lack of contact/communication     3 3 

Process 2 1   3 

Staff Behaviour 1   1 2 

Quality of Information Provided 1   1 2 

Staff Communication   1   1 

Breach of Confidentiality   1   1 

OTHER     1 1 

Missed Bin Collection       0 

Incorrect Information provided       0 

Totals 10 8 19 37 
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Complaint Categories by Service 
 

The graph below shows complaint issues by service: 
 
Out of Scope complaints are excluded from this graph. 
 

 
 
 

 
Rather than focus on the number of complaints received a more informative figure is the 
amount of complaints that have been partially or fully upheld. These are the complaints 
where fault has been identified. Out of the 37 complaints received during this quarter, 3 
were partially upheld and 5 were fully upheld. This equates to an upheld complaint rate 
of 21%, (last year the upheld rate for the same period was 25%) so this has decreased. 
 
Complaints investigated that have not been upheld include instances of where a 
customer disagrees with a decision that has been made or a process that has been 
followed. Investigations have concluded that the decisions made were in line with 
processes and often also in line with national and other local guidance (in the case of 
Planning and Development and some other services).  
 
The table below shows the services that had partially or fully upheld complaints:  
 

Upheld Complaints and Improvements identified 

0

1

2

3

4

5

6

7

Quality of Service Decision Made Out of scope

Lack of contact/communication Process Staff Behaviour

Quality of Information Provided Staff Communication Breach of Confidentiality

OTHER
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Complaint Service Areas 
Complaints 

received 
Upheld 

% Upheld by 
Service 

Waste Services 6 2 x fully upheld 33% 

Planning Enforcement 5 2 x partially upheld 40% 

Environmental Protection 2 1 x partially upheld and 1 x fully upheld 100%* 

Home Choices 1 1 x fully upheld 100%* 

System Development 1 1 x fully upheld 100%* 

 

 The upheld percentages above should be considered alongside the number of 
complaints received. Where 1 complaint has been received and upheld, a 100% upheld 
rate is calculated, resulting in a distortion in the upheld % due to the small numbers 
involved. 

 
Upheld Complaints and Learning Actions/Improvements 
 
Waste Services 
 
Out of the 6 complaints received for waste services a total of 2 were fully upheld.  
 
A complaint regarding the behaviour of a waste operative whilst on their rounds was 
upheld, this was dealt with appropriately via the waste supervisor team. 
 
The other upheld complaint was in relation to the procurement of the green garden 
waste contract, it was found that communication could have been improved. Learning 
was taken from this complaint to ensure improvements happen in the future. 
 
Planning Enforcement 
 
Out of the 5 complaints received for planning enforcement 2 were partially upheld. 
 
Both of the upheld complaints were in relation to lack of contact regarding ongoing 
enforcement cases, it was found that the customers had not received responses or 
updates in a timely manner. Suggestions for improvement in this specific area will be 
taken forward and communicated to the management team. 
 
Environmental Protection 
 
2 complaints were received for Environmental Protection in total, 1 was partially upheld 
and the other was fully upheld. 
 
The partially upheld complaint was in relation to officer communication and language 
used during a conversation with a customer. The officer apologised for their conduct 
after they had realised how their words may have been perceived by the customer. 
 
The fully upheld complaint was regarding some sensitive information that was passed 
onto a landlord. It was done so in good faith but the decision to do so was not in line 
with DPA legislation. All staff undertake DPA training every two years and new staff 
during their induction to the Council.  
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Home Choices 
 
The 1 complaint received for Home Choices was fully upheld. 
 
The complaint was in relation to delays with a housing application and incorrect banding 
issues. On investigation it was found that we had made a mistake so it was corrected 
and the customer received an apology. 
 
System Development 
 
The 1 complaint received for System Development was fully upheld. 
 
A customer had sent in a form to request a council tax refund, on investigation it was 
found that the councils Email service had quarantined the email and didn’t notify the 
recipient so the refund was not processed and the customer had to make further contact 
to chase it up. The customer received an explanation, apology and their refund. The IT 
team made amendments to the system to ensure that legitimate emails and forms etc 
were not quarantined in the future and if they are that a notification is always sent to the 
recipient so that they can decide whether it is an authentic customer request that needs 
to be released and actioned. 
 
 

 
The Quality Monitoring Board which consists of the Customer Experience Officer, the 

Chief Executive or nominated delegate, the Assistant Director of Operational and 

Commercial Services and the Customer Strategy and Services Manager meets as and 

when required to discuss upheld complaints and any reoccurring issues. 

A meeting of the QMB took place in May 2021 to discuss frequent contact and 
complaints submitted by a customer. Actions were agreed in order to manage the impact 
of the contact going forward.   
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Quality Monitoring Board 
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Following a pause in case work due to the Covid-19 pandemic in 2020 the LGO have 
recommenced their complaint investigation work but are working through high volumes 
of complaints which are taking longer than usual to investigate. 
 
During the quarter 1 period the LGO made contact regarding 5 complaints which had 
been referred to them. The table below shows which services the complaints related to; 
 

Case ID - 20009972 OPEN   Environmental Protection 

Case ID - 20010710 OPEN   Environmental Protection 

Case ID - 260719515 CLOSED LGO will not investigate - out of time Planning 

Case ID - 21001117 CLOSED LGO will not investigate – fault unlikely  Planning 

Case ID - 21001434 OPEN   Planning Enforcement 

 
No final decisions were received during Quarter 1. The LGO did decide not to 
investigate two of the complaints referred to them. One regarding a historical planning 
condition because it was out of time and there was also a private remedy available to 
the complainant. The other was in relation to a more recent planning application 
decision but the LGO decided not to investigate as they felt they were unlikely to find 
any fault by the council. 
 
Three complaints remain open with investigations ongoing, two refer to Environmental 
Protection services, one in relation to noise reports made to us and the other regarding 
drainage issues. Information is currently being shared with the LGO to assist their 
investigations. The other open complaint is regarding planning enforcement and action 
which is being taken against a complainants neighbour. The outcome of these 
investigations will be shared at a later date. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Local Government Ombudsman Complaints 
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Satisfaction surveys were sent to customers during April, May and June 2021 to 
customers of the following services: 
 
Planning and Development, Planning Enforcement, Waste Services, Street Cleansing, 
Public Protection and Street Naming and Numbering. 
 
During quarter 1 satisfaction surveys were sent to 1331 customers in total, 221 
responses were received giving an overall response rate of 16.60% which is a slight 
decrease compared to the previous quarter, (quarter 4) of 2020/21. 
 

 
Customers are sent a satisfaction survey via email the week after they have received a 
service, this may be a bulky waste collection, after making a fly tipping report, any 
reports to planning enforcement, noise reports, or street naming and numbering 
requests to name a few. Surveys are also sent to customers that have received a 
planning application decision or pre app advice during the previous week. 
 
Customers are asked the following question: 
 

Please rate your recent experience with the Council? Out of 5 stars 
 
Depending on the star rating they give customers are then asked 1 of 2 question: 
 

 1 - 3 stars: How could we have improved your experience? 
 

 4 - 5 stars: What did we do well? 
 
Of the 221 responses received in quarter 1 the average star rating was 4 stars, this is 
equivalent to a 69% overall satisfaction score. This is a 5% decrease in satisfaction 
compared to the previous quarter, (quarter 4) of 2020/21. 

 
  

 
 

 
 
 

 
 
 
 
 
 

Customer satisfaction has decreased slightly during the quarter 1 period, we would 

expect to see fluctuations in customer satisfaction given the restrictions that have been 

in place. 

Customer Satisfaction = 69% 

Customer Satisfaction Surveys 

Customer Satisfaction Score 
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Low satisfaction scores have been given where customers are disappointed that things 

have not happened as quickly as they should have done. Comments have been 

submitted regarding lack of contact and response or phone calls and messages not 

being returned. Customers have given low scores where they feel that officers were not 

empathetic to the problem being reported, when repairs and bin deliveries did not 

happen when they were supposed to and where they disagree with the outcome of their 

issue or request and feel that it hasn’t been thoroughly considered and investigated. 

High satisfaction scores have been given where customers have appreciated that we 

have done what we said we would when we said we would do it. They appreciate the 

help and advice provided when they contact us, in particular the service provided by 

customer services on their initial call or email and where staff from various departments 

have been friendly, helpful, caring and professional. Comments have been received 

where planning applications have been processed efficiently and sooner than expected 

and where the assistance provided by a specific planning officer has been appreciated. 

Any comments collected through surveys that constitute a compliment are logged on 

the system, are included in the figures within this report and are included within the 

compliments in Appendix 1 with the prefix – Satisfaction Survey Comment: 

Any comments received that raise concern are tracked back and discussed with the 

relevant team manager to decide if any further action or customer contact is required. 

 

Overall customer demand has increased during quarter 1 compared to quarter 1 
2020/21. This is to be expected considering that the UK was in a full lockdown period 
during the same months of 2020. It was envisaged that demand would begin to increase 
once the restrictions in place over the last year started being lifted. Customers are 
feeling more confident in getting out and about and slowly back to normal. The number 
of people attending the guildhall building for assistance has increased dramatically. 
 

The guildhall building has remained accessible to essential/emergency/vulnerable  
customer contact only resulting in little face to face contact taking place, the main ways 
that customers were able to interact with us during quarter 1 was by virtual meetings 
with relevant officers, telephone, internet, and email or via online forms. 
 
During quarter 1 the Land Charges team continued seeing agents to enable them to 
undertake Local land charges searches via an appointment system, these appointment 
figures are included below. Currently the only way the LLC service can be accessed is 
via actually visiting the office. JCP began seeing customers by appointment again on 
Monday 12th April 2021 so there has been an increase in the number of customers 
entering the building, covered in the Face to Face section below. 
 
The number of calls received has increased and more customers are using the website 
and online methods to make contact or request a service. A smaller number of service 
requests were received in total and online remained the main method used by 
customers to request a service, with phone being the second contact preference. 

Customer Demand Data 
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During quarter 1 there was a decrease in the number of service requests received in 
comparison to the previous quarter 1 period, these figures include GGW sign ups.  
 

During quarter 1 a total of 6010 service requests were recorded for the following service 
areas; anti-social behaviour, building control, planning enforcement, housing 
enforcement, food health and safety, public and environmental protection, street naming 
and numbering (SNN) and waste services.  This is a decrease compared to the previous 
quarter 1 period. 
 
The figures below show the number of service requests received by each contact 
method available.  
 

Customer Contact Methods 
Qu1 

2021/22 
% 

Qu1 
2020/21 

% 

Online Forms  
3380 56% 3834 56% 

(WLDC website, not Eforms) 

Email 333 6% 297 4% 

Phone 2032 34% 2119 32% 

Face to Face 7 0% 94 1% 

Letter 9 0% 21 1% 

Internal Referrals 249 4% 437 6% 

Total no of service requests 6010   6802   

 
Compared to the previous year the percentage of service 
requests submitted via email and phone has increased 
slightly. The percentage of customers using online forms to 
request a service has remained the same. Online forms and 
phone continue to be the preferred method of contact 
choice for our customers with 90% of service requests 
being initiated via those channels which is a slightly higher 
percentage than seen previously. 
 

 
During quarter 1 the guildhall building remained accessible to 
essential/emergency/vulnerable customer contact only resulting in little face to face 
contact taking place. 
 
The Land Charges team continued seeing agents to enable them to undertake LLC 
searches via an appointment system, these appointment figures are included in the 
table below.  
 
JCP began seeing customers by appointment again on Monday 12th April 2021 so there 
has been an increase in the number of customers entering the building compared to the 
2020/21 period, these figures are included in the table below as ‘Customers allowed 

Service Requests and Customer Contact Methods 

Face to Face Customer Demand 
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access to the building (urgent cases only).’ 
 
In comparison to the quarter 1 period of 2020/21 the number of people attending the 
guildhall has increased by 400%. Customers appear to be feeling more confident in 
getting out and about and slowly back to normal. 
 
When customers do enter the building they are asked to wear face masks and observe 
social distancing measures at all times.  

 

  

Customers 
attended to via 

intercom facility 

Customers allowed 
access to the 

building (urgent 
cases only) 

Land Charges      
(by Appointment) 

Total 

April 2021 147 133 10 290 

May 2021 235 268 14 517 

June 2021 445 661 17 1123 

Total 827 1062 41 1930 

 

 
During quarter 1 telephone demand has increased compared to the previous year, 
3,643 more calls were received but the amount of calls received is lower than the year 
prior to the pandemic.  
 
During quarter 1, 77% of all calls received were answered, this is a decrease compared 
to 86% in quarter 1 2020/21.This reduction will be investigated further at team and 
individual level but could be due to several different factors. During the last 18 months 
officers have had to work in different ways and some have had the challenges of home 
schooling to contend with. In some cases customers have received calls outside of 
normal working hours and have been delighted by this commitment to service. Although 
a call may go unanswered, where appropriate customers will receive a call back once 
the officer is available. 
  
The table below shows how many calls were received each month compared to the 
previous year; 
 
 

 
 
 
 
 
 
 
 

 

Quarter 1 2021/22 
April 
2021 

May 
 2021 

June 
 2021 

Qu1 
Total 

Number of calls received 13408 11327 13125 37860 

Percentage of calls 
answered Qu1 2021/22 

77% 77% 77% 77% 

Quarter 1 2020/21 
April 

2020 

May   

2020 

June   

2020 
Qu1 
Total 

Number of calls received 11452 9818 12947 34217 

Telephone Customer Demand 
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As we continue to support and encourage our customers to use the online facilities that 
are available to them to interact and engage with council services, information regarding 
online activity is included within the quarterly Voice of the Customer Reports. 
 
The table below includes information taken from google analytics in relation to the West 
Lindsey District Council website for the quarter 1 period; 
 

WLDC Website (2021/22) 
April  
2021 

May 
2021 

June 
2021 

Qu1   
Total 

Difference compared 
to 2020/21 

Users 29,274 28,064 24,048 81,386 ▲16,102 

New Users 23,955 22,926 19,609 66,490 ▲ 9,928 

Sessions 49,849 46,009 41,109 136,967 ▲ 24,295 

Number of sessions per user 1.7 1.64 1.71 1.68 - 

Page Views 188,081 178,162 164,344 530,587 ▲ 118,461 

Average Session Duration 02:44 02:48 02:51 02:47 - 

 
 

WLDC Website (2020/21) 
April 
 2020 

May 
2020 

June 
2020 

Qu1   
Total 

Users 18,102 23,800 23,382 65,284 

New Users 16,082 21,249 19,231 56,562 

Sessions 30,699 40,142 41,831 112,672 

Number of sessions per user 1.7 1.69 1.79 1.72 

Page Views 106,462 145,321 160,343 412,126 

Average Session Duration 02:38 02:45 03:03 02:49 

 
During quarter 1 there was an increase in the number of overall users and new users 
visiting the website compared to the previous year. Page views have increased by over 
100,000 over the three month period. 
 

Online Customer Demand 
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The increase in website usage is good news, it demonstrates that customers are still 
able to access services allowing us to focus our face to face efforts on our more 
vulnerable and in need customers. 
 
It is evident that more customers are using the website to find the information they 
require. This indicates that the information we publish on our website is improving and 
illustrates that customers may be able to find the answer they need on our website rather 
than having to call us for further information. We need to ensure that this information is 
kept up to date, helpful and relevant. 
 
Feedback on the WLDC website is processes via HotJar, when these comments are 
received work is carried out to make improvements to the website wherever possible. 
 
The table and graph below shows how many online form requests were received each 
month during quarter 1 compared to the previous two years. As you can see there has 
been an increase in online service requests received compared to the year prior to the 
pandemic (2019/20) but a small decrease compared to last year (2020/21) 
 
These forms are used by customers to request a bulky collection or sharps pick up, to 
subscribe to the green garden waste service, to request a service from various 
departments or to make a general enquiry to the council. 

 
 
 

  April May June 
Qu1 
Total 

TOTAL SUBMISSIONS PER MONTH 2021/22 4155 3564 4262 11981 

TOTAL SUBMISSIONS PER MONTH 2020/21 6000 3649 3909 13558 

TOTAL SUBMISSIONS PER MONTH 2019/20 4372 3068 2538 9978 

 
 
The table below shows how many of the online form requests were completed by 
customers online and how many were completed by staff with the customer over the 
phone.  
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Customer Payment Methods 

An average of 71% of customers have completed the forms online by themselves and 
without staff assistance. 
 

  April 2021 
May 
2021 

June 
2021 

Qu1 
Total 

Eforms         

Completed by customer online 2874 2619 3029 8522 

Completed by staff with customer 
over the phone 

1281 945 1233 3459 

Percentage of eforms completed 
online 

69% 73% 71% 71% 

 
 
 
 
 
 

The payment methods which customers use to pay money to the council can be 

classified into three categories: Self-Service, Processed by Staff and Automated 

payments. Self-Serve payments include payments taken over the website, the kiosk in 

reception and the automated telephone payment line. Staff processed payments include 

payments over the phone, postal cheques, cheques and small amounts of cash taken 

face to face. Automated payments include bank account payments, direct debits, Post 

Office payments and PayPal. 

 

  
April 
2021 

May 
2021 

June 
2021 

Qu1 
Total 

Self Service       56.49% 

Automated telephone system 865 851 876 2592 

Website, Achieve and Kiosk 3115 2861 2677 8653 

Processed by Staff        14.87% 

over the phone 883 760 855 2498 

Received in the post 159 164 140 463 

Automated       28.63% 

Direct Debit 48527 32287 32621 113435 

Post Office 1898 1807 1995 5700 

Payments Total 55447 38730 39164 133341 

 

 
During quarter 1 there was a total of 133,341 payments made to the council, this is an 
increase compared to the previous year when 127,452 payments were received. April 
always has a higher number of payments received because of the start of the new 
council tax year and we still have a high demand for the GGW service. 
 
After the direct debit payments have been deducted it is calculated that 56.49% of the 
payments were made using self-service, 14.87% were processed by staff and 28.63% 
were automated payments.  
 
Compared to previous periods the percentage of automated payments received has 
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decreased slightly, fewer payments have been taken over the phone but there has been 
an increase in the amount of self service payments being made via the website and 
automated telephone payment system. This shift is good news and we need to continue 
to develop our self-service options for customers over the coming years. 
 

 

 
During quarter 1 of the 2021/22 period the restrictions that had been in place during the 
last year due to the pandemic started to be lifted. In April 2021 leisure facilities were 
allowed to reopen and in May 2021 the law regarding committee meetings changed and 
face to face meetings had to commence again. 
 
Overall customer demand has increased compared to the previous 12 months, this is 
to be expected as normal life starts to resume. 
 
The guildhall building main entrance remained closed to walk in customers but residents 
were still able to access advice via the intercom facility. Customers continued to attend 
appointments for land charges and the JCP began seeing customers by appointment 
on 12th April 2021. Overall customer demand at the guildhall (customers visiting the 
building) has increased by over 400% compared to the previous quarter 1 period 
(2020/21). 
 
The number of calls received has increased compared to 2020/21 but call levels are not 
as high as they were the year prior to the pandemic 2019/20. More customers are 
visiting the WLDC website and using online methods to contact us and request a 
service. It is important that our online services function efficiently and contain up to date 
and helpful information so that customers feel confident using self-service rather than 
visiting the office or making contact by phone. 
 
There has been a slight reduction in the number of complaints received compared to 
the previous year but some repeat issues have been identified. These have been 
covered in the observations and recommended improvements section above. These will 
be considered by the relevant team managers and management team to examine if 
changes are necessary. 
 
The number of compliments and messages of thanks received has increased, 
Revenues and Benefits received the highest amount of compliments for payments made 
in April and May 2021. Overall a high number of customers appreciate the work carried 
out by officers, especially over the last 12 months given the circumstances faced. 
 
It is envisaged that customer demand and customer feedback will increase throughout 
the year, particularly as things start to get back to normal and customer’s confidence 
returns. It is important to continue to encourage customers to assist themselves and 
work will continue to improve the services provided and customer access to WLDC. 
 
 
 
 
 

Conclusion 
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Revenues and Benefits (working together) 

 Hi Alison, just wanted to send you an email to say thank you again for the payment I received, it 

has helped so much over this past couple of weeks you will never know how grateful I am so 

thankyou again. 

 Re grant funding - That's great, thank you very much. 

 Dear Mrs Mathews, my apologies for the delay In replying to your email I would like to take 

this opportunity to thank you most sincerely for what was life changing money that has 

enabled me to pay back most of the money that I had to borrow for vets fees for life saving 

surgery for my much cherished family members. 

 Thank you for the support and help and extra care looking at our position. I am sorry it took so long 

to reply. It really has taken the pressure off. Thanks again. (Covid Hardship Payment) 

 Thank you so much. This is going to help me so much I appreciate this a lot. 

 Thank you so much a great relief to receive this grant money, it will make my life a lot easier. 

 Just want to say thank you. 

 Thank you for this very much, yes it will help. 

 Thank you, it will help her a lot. 

 Good afternoon, I've just received a banking notification of £450. 

 Firstly, thank you for this help you have no idea how much this will help. 

 Thank you so much. I really appreciate you taking the time to consider me. It’s not much - but it will 

still really help me! 

 That's great, thank you very much. 

 Thank you so much. 

 That is amazing, thank you so so much. 

 Thank you so much that is brilliant and will definitely help me and my children, it’s greatly 

appreciated. 

 Oh wow I can’t believe it thank you so much. 

 Thank you so much it will a great help. 

 Thank you so much for the Grant, I really appreciate the help. 

 Thank you very much. 

 Thank you so much for your email. I have received it in my account. This will really help me. Thank 

you again. 

 Thank you very much. It will help me a lot. 

 Thank you so much for this. This will be a huge help to my financial situation. I can confirm I 

received this payment yesterday. I really appreciate it. 

 Thank you for your email. We just wanted to say thank you so much for this payment. We 

have some arrears with our gas/electric provider and they have increased our payments 

from 100 to 170 a month, so this will really help us out. 

 Thank you so much. 

 Thank you ever so much for this really appreciate this so much and will come in handy to help me 

get back on track. 

 Thank you ever ever so much for putting that through for me I can’t even begin to tell you how 

much this will help at the moment I’m ever so grateful for what you’ve done. 

 Thank you it will be a great help. 

Appendix 1 – Compliments Received 
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 Oh my god thank you so so much, you have no idea how much this will help me, I feel like 

a mountain has been lifted off my shoulder, no words can express how much I appreciate 

this. Thank you again. 

 Wow, you don’t know how much this will help us or what it means to us. Thank you. 

 That's brilliant news, thank you. 

 Thank you very much, it will certainly help our family. 

 Thank you that will really help in these times. 

 Oh my goodness!!! Thank you, thank you so very much. 

 Thank you very much. 

 Thank you and the team so much for all the help and support, this will be a massive help I really 

appreciate it. Never been in this kind of position in my life so I'm extremely grateful for the support. 

 Thank you, payment has been great, fully received thank you. 

 Thank wow I have just sat and cried thank you so much. 

 That is really appreciated, and will definitely ease my situation. 

 Thank you for your email and this a lovely help, thank you very much to everyone. 

 Thank you for your email I was confused as to what it was for, thank you so much this really will 

help with food and bills that are currently outstanding. 

 Many thanks for helping identify if I/we are entitled to additional financial help, the £450 will help 

tremendously! 

 Thank you very much for letting me know. I’ve just checked my bank and I’ve got it. 

 Thank you so much. I am so grateful I was really in difficulty for the summer. Good luck with your 

work. 

 Fantastic, thank you. 

 Thank you so much, this will help us enormously. 

 Thank you very much, that is greatly appreciated. 

 I would just like to say thank you for this unexpected payment from yourselves. It was a lovely 

surprise and it is very much appreciated at this moment in time. 

 Amazing! Thank you so much! 

 Thank you so much. 

 Thank you so much for this payment. It is like a life-line and greatly appreciated, and will 

come in really useful to help with food/bills. It will mean we can buy food to eat (we have 

VERY little in, and the food we have was kindly bought for us by my Mum) and we don't have 

much on our electric/gas metre. This takes a really big weight off my shoulders thank you. 

Things have been incredibly hard financially more than I have ever known in my life before 

-- which is very stressful and draining (I don't use either of those words lightly and in a 

wishy-washy manner) - I always try to stay positive and work incredibly hard but I have 

definitely felt under pressure. I have tried not to be upset, because that's not a good use of 

time. Two customers haven't paid me for work that I've done, which was money we had been 

expecting and then didn't get and does have a big knock-on effect with bills; and there's not 

as much work around generally. I'm guessing this is because the customers have been hit 

with Covid issues too and simply don't have the money; but it would have been nicer for 

them to tell me that prior to me doing the work for them. This payment really has made my 

week thank you and is a tremendous surprise and has made me incredibly happy and 

grateful thanks. I am so grateful to West Lindsey Council and yourself -- thank you. 

 Oh my word that is fantastic. Actually, made me cry.  I cannot tell you what a difference this will 

make to my family after the year we have had. Thank you again so very much. 

 Thank you Alison, I will use it to pay council bills too. 

 Thank you very much, I wasn’t expecting anything.   

 Thank you very much this will be most helpful, hopefully by August will all be able to get back to 

work, once again thank you. 

 This makes a huge difference. Thank you so much for all your assistance. This is a huge relief. 
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 I just wanted to say a massive thank you to you and your team. You have no idea how much that 

money taken off a lot of stress and pressure. 

Arts and Leisure 

 Good morning, Thanks for your help. All I need now is a builder to put it up. 

 Feedback in relation to TAC new interior décor - The aesthetics in the bar is lush, dark purple and 

dark grey, both of my favourite colours. 

 It was lovely to see you on Thursday, I thought the arts centre looked amazing, you have done 

such a great job! 

 Lovely – all sorted! Just booked. It’s so much simpler, especially to encourage people to book 

online. Thank you. 

 I do love your little theatre (Customer travels from Waltham and looking forward to TAC being open 

again). 

Benefits 

 Hi Simon hope you are well. Thanks so much for this email and for all your help. Are you back in 

the office working yet as I would like to send you a thank you something?  

 Dear Simon, thank you so much for the explanation, it hadn't crossed my mind that was the reason, 

sorry to have bothered you I will take that on board for the future, once again thanks! 

Building Control 

 Good afternoon (Patrick), thank you for your quick response today.  Certificate received and printed 

off and ready for our solicitor Monday. Once again thank you for your help. 

 Good afternoon Patrick, Thank you very much for your email with the information. Thank you for 

getting back to us very quickly, we really appreciate this. Have a good weekend, Thank you for all 

your help and support with our application. We will call you if necessary to get clarification on things. 

 Hi Elaine, just wanted to say thank you, your inspector (Patrick) came out today & all looks to be in 

order, just wanted to say a big thank you for sending him over & to pass on my thanks to the gent, 

he was very professional & courteous a credit to your team. 

Cemetery 

 While on the phone to a chap yesterday he commented that Anna “did him proud” when he spoke 

to her previously about some graves and got him all the information he was after. 

Communities 

 Matt and Grant - I am a little bit sad that neither of you bear witness to the joy of having the lights 

on along the river Riverside Approach. Neighbours are standing talking to each other, chairs and 

glasses of wine remain filled after dark and there is an atmosphere of delight. We could never have 

done this without both of you, thank you so much. 

 Mr. Knowles, I would like to bring to your attention the fantastic help that I received from Matt S. 

whilst off duty he came to help me when I received a puncture on Gainsborough Road, Lea. His 

help was invaluable and soon got me back on the road. What a pleasant, helpful young man who 

is a credit to himself and West-Lindsey District Council. I cannot speak too highly of him. All too 

often people are eager to complain but it often goes without thanks or recognition when people go 

out of their way to help those in need. I am grateful to Matt. 

 Re Community Broadband. Carl, thank you for the opportunity to participate and I wish everyone 

success in moving the UK up the global broadband ranking. 

Customer Experience 

 Natalie, that’s amazing thank you. 
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Customer Services 

 Hi Angela, just wanted to say thank you so much for arranging for my mum to get a bigger bin 

delivered, it has arrived today. I really appreciate your help and efficiency. Thanks again. 

 You've been very helpful, thank you very much. 

 What a lovely cheery voice and how extremely helpful you've been today. (Alison) 

 You are very cheery for a Monday. (Alison) 

 She wanted to say thanks with how quickly we responded to her and got it resolved. 

 Satisfaction survey comment: Polite and helpful on the phone and problem resolved quickly. 

 Satisfaction survey comment: Helpful response to telephone request for information. Advice 

regarding points system and collection given. Request to include extra items actioned promptly. 

Collection quick and efficient". Thank you to everyone involved. 

 Satisfaction survey comment: The lady I spoke to on the phone was very helpful and efficient, she 

sorted my problem of uncollected rubbish within hours. 

 Thank you for this info April and for taking ownership and sharing this one with the team. Much 

appreciated. 

 Compliment for April - I’ve spoken to a chap who wanted to pass on that the lady he spoke to in 

customer services “was an angel” when he called on Tuesday – the advisor tried calling us but 

there was no answer so she went back to him and asked him if he wanted her to leave us a 

message or whether he did; and they knew what he was talking about when referring to the licence. 

 This morning I contacted your Customer Services to enquire if I could subscribe to a second green 

garden waste bin.  I had two the year prior but only subscribed to one this financial year. 

 Thank you for your prompt reply Amy, I shall pass on the information to my colleague who had 

enquired about a radar key, many thanks. 

 Customer advised Adam was very helpful when she spoke to him and every time she rings the 

council everyone is so helpful. 

 Thank you for your quick response. (Nicola) 

 Dear Nicola, thanks for your very helpful reply. 

 Hi Amy, just to say thank you our black bin has been delivered this morning. 

 Hi Amy, thank you so much for your help. Best wishes. 

 Thank you so much for your help. (Amy) 

 Hi Alison, Thanks so much for this it’s clear you spent a lot of time working on it for everyone’s 

benefit. 

 Hi Alison, this is a brilliant piece of work. Thank you for going above and beyond to create this 

visual guide to help those unfamiliar with the system. I will add this as an appendix to the written 

step by step box office procedure (attached for reference). Thank you for taking the initiative and 

time to create this, it’s hugely appreciated. 

 Satisfaction survey comment: Very polite and professional. Dealt with my problem efficiently. 

 That's brilliant, thank you very much Alison. 

 Thank you card received - To Angela, Just wanted to send you a quick note to say thank you for 

arranging my extra bin and what an excellent and speedy service, many thanks. 

 Hi Both, Hope you’re well! I just wanted to drop you a line and let you know what a huge help Adam 

has been today! I sent a mail merge document through to the post room which unfortunately didn’t 

work, I think it was to do with access to certain drives. Anyway, Adam and I got to the bottom of it 

together and he has been able to get out all 65 letters for me. I’m really grateful for his assistance 

with this. 

 Many thanks Nicola. Excellent service. Thank you and kind regards. 

 Amy, thank you so much. You’ve been very helpful and I appreciate the fast reply! 

 Satisfaction survey comment: Reported a waste bag requiring emptying, speedy response after a 

pleasant conversation on the telephone. 

 Thanks Alison. Very professional. 
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 Hi, just a quick note to thank you for dealing with Mum’s lost bin so quickly, with no fuss and with 

great communication.  It’s so refreshing to hear a polite, helpful and friendly voice at the end of the 

phone.  If only we got that more often down here!! 

 Hi Nicola, thank you so much for your email. That’s fine. I had to check. I appreciate your efforts. 

 I just want to say thank you to both Georgia and George for their role in identifying a concern re a 

customer and referring that through a report a concern route. Keeping me updated with contacts 

and exploring questions with the lady each time she rang, recognising the name of the lady and 

realising that she was confused. It has been really helpful from our side to have this information 

and ongoing contact as lady is not known to services and we have now been able to link in her GP 

for offer of further support for her. Really great work, thank you. 

 You are the best council ever, nothing is ever too much trouble. If I could give you 11 on trust pilot 

I would. I chased a flea treatment but got cut off and went back to customer to confirm it had been 

done. 

 Hi Amy, thank you. It’s very kind of you. 

 Thanks Nicola, all sorted. Customer was very complimentary re the help she received from yourself 

yesterday with this matter, words to the affect – you are an asset to the service, very helpful & 

professional. Well done. 

 Nicola, you speak really nice and clearly, which is great as I am quite deaf, thank you. 

 Satisfaction survey comment: You listened to me and the help I received was brilliant. Polite as 

well. 

 Satisfaction survey comment: Lass on phone very helpful and efficient. Sharps collected on day 

booked 

 Hi Amy, thank you for arranging the collection for me, I really appreciate it. 

 Customer was angry about his bin has not been emptied properly for 6 months, various reports, I 

assured him I would sort it but he didn't believe me, however I did resolve the issue for him and he 

was very appreciative 

 You’re really good at your job, you did it very well. 

 Thank you for listening to me and taking it seriously. 

 Satisfaction survey comment: Excellent helpful support on the phone. Website easy to use. 

 Hi Angela, many thanks for your help and email. I really appreciate it. Best wishes and have a 

lovely Easter. 

Disabled Facilities Grant 

 Dear local authority colleague, thank you for the amazingly quick turnaround for previous people I 

have referred, you’re amazing! 

 Hi Andrea, I hope this email finds you well I just wanted to say a massive thank you for getting my 

stair lift sorted it has made the world of difference and it has opened my whole home back to me 

again. This weekend I move back home, back to my independence and that is thanks to you. I got 

quite emotional yesterday realising that I'm finally going home. Please have a wonderful weekend 

and stay safe. Warm regards. 

 DFG Feedback - The contractors were amazing, friendly, respectful very tidy. Worked well around 

me, amazing transformation. Has certainly changed my everyday life, many thanks. 

 DFG Satisfaction survey comment - Due to my anxiety issues I was so nervous but my mind was 

put at ease all the way through. 

Electoral Services 

 Dear Colleagues, I wanted to write to thank you and your teams for your outstanding leadership 

and management of the elections.  It was a pleasure and a privilege to work with you and your 

teams to plan and deliver the elections. As this was my first election I am grateful for your advice 

and the opportunity to learn during the process.  Can you please pass on my appreciation to your 

teams? I look forward to working with you on the next ones. 
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 Further to my quick comment this morning I did feel the WLDC staff did an excellent job in 

organising the polling stations yesterday. From Fiskerton to Southery and Stainfield to Cherry 

Willingham I visited all the stations in the Bardney ward and I think WLDC should be proud of the 

job done. 

Environmental Protection 

 Satisfaction survey comment: Effective response. Caring, helpful attitude. 

 

Food Health and Safety 

 Hi Jo, Richard, Mia, thanks for sharing this. I know this has been a difficult one to deal with and as 

always you have all dealt with it extremely professionally in what have been very challenging 

circumstances over the last 12 months. Being able to help businesses, even when they are being 

extremely difficult and don’t think they need our help is something that you all do very well and has, 

without doubt, helped to make sure that the District has remained safe during the pandemic. 

 Hi Joanne, just wanted to say thank you for all the help you have given. 

Growth and Regeneration 

 Hi Theresa, I just wanted to drop a quick line to congratulate you and the team in fact everyone 

involved with the Merry Olde Market of Lord Street on Saturday. I thought it was a very successful 

event for us and was great to meet and talk to potential visitors. But not only that it was great to 

see so many of the local organisations involved with the town's heritage get behind the project as 

many of these it was our first opportunity to speak with people face to face for such a long time. 

Some great collaborations and projects will come from this I am sure and we are looking forward 

to another market and other events throughout the program. 

 Afternoon Rachel, this is nothing sort of absolutely wonderful. Thank you very much to all involved 

who have made this life changing decision for the members of our industry within your location. 

Incredibly pleased is an understatement! Thank you again for your communication and your speedy 

reaction, you are literally saving businesses and homes. Enjoy your day. 

 Hi Rachel, hope you’re keeping well. Many thanks for taking the time to have a look into the clubs’ 

applications for me, it’s much appreciated! I believe we sent over a completed copy of the 

application form on the 29th April but do appreciate how many you must have had. The team at 

West Lindsey have been great throughout covid-19 with support businesses, many thanks for your 

help! 

 Thank you Jane! That’s made my day! (Restart Grant) 

 Hi Diane, that is the most wonderful news, thank you! It has cost so much to move and set 

everything up again and it was a huge gamble that it would all work here. This will make a massive 

difference to us. Thank you again for your immense patience and do pop in for a coffee and cake, 

or even a course! 

 Hi Rachel, just wanted to say thank you to you and your colleagues for all your hard work. You are 

appreciated. 

 Just wanted to say how pleased I am to see the Gainsborough Town Trail. It’s something we always 

wanted to do when I was working at West Lindsey but couldn’t manage to bring together all the 

different elements to make it happen. Let’s hope more people take an interest as a result, 

Gainsborough has a very fine history. If you get the chance, give the team at WLDC a ‘thumbs up’ 

from me if you are in contact with them. 

 I would just like to say a very big THANKYOU for all the hard work you and the team are doing. 

 Thank you for this it is much appreciated and I am sure it will stand us in good stead for the 

forthcoming year to get us up and running into a viable business once again. 
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Home Choices 

 Good morning Paula, well it been a long time coming and finally I moved into my bungalow and it's 

all down to you for all your hard work and helping me to achieve my bungalow, so it’s a massive 

thanks for what you have done to help me. It just goes to show to yourself that wot you do is well 

appreciated and I seriously can't thank you enough. THANK YOU. 

Housing Enforcement 

 Dear Amy, thank you for your quick response and the letter of confirmation that no further action 

will be taken. You have been so helpful. Thank you again for your understanding and for allowing 

us the grace period to rectify the breach of regulations. 

 In recent weeks I've been in contact with Emily on the Housing Enforcement Team. She helped me 

resolve some local land charges that I didn't know were on the house I was trying to sell. I was 

working to a tight deadline and Emily worked really hard to help me to resolve the issue as quickly 

as possible. When I spoke to her on the phone, she explained everything clearly in a way I could 

understand - not using jargon - then followed it up with an email I could forward to my solicitor. She 

then talked me through the process of getting the enforcement removed from my property - which 

was really helpful and gave me the confidence to get things done. She kept me updated on the 

progress of my issue and was quick to respond to my (many) emails. I'm very grateful for her help, 

I literally couldn't have done it without her. Thank you, Emily. 

 Good morning Amy, Thank you and Emily for your help in the past few days. I really appreciate the 

extra mile you have both gone to get this sorted so quickly. Have a great rest of your week. 

Licensing 

 Hi Tina, thank you for caring enough to do that for me, take care. 

 Tina, thank you for your prompt return phone call and the assistance given. It was much 

appreciated. 

 Thanks Tina, you have been extremely helpful through the whole process. 

 Thank you for your help. 

Local Land Charges 

 Hi all hope you are well. First of all, can I just say thanks for sending all the results over to us the 

past few weeks, you’ve kept us pretty busy! 

Member and Support Services 

 Many thanks for this very helpful response. All the best. 

 Hi Ele, I just wanted to let you know that Cllr Rollings called this afternoon to say how well you 

supported her on Tuesday night. She was really appreciative of the work you put in and wanted to 

let me know how well it went, thanks to you. Well done! 

 Well done to the Democratic Team in enabling the face to face meetings to take place safely 

(compliment included in weekly staff comms message 18/06). 

 Dear Katie, thank you very much for the procedures - clearly a lot of work and thought has gone 

into these. Well done to you and your team. 

 Many thanks Katie to you and the rest of the team, you all worked very hard to make sure that 

everything flowed well on the evening. 

 Good morning, I hope that you and yours are well. I'm writing to thank you again for your support 

in arranging and during the meeting last night.  Whilst it did have a different look and feel it seemed 

to work flawlessly and I'm sure others would have left reassured by how well everything had been 

thought through, as I did. I look forward to speaking with you again soon. Thank you for your kind 

consideration. Best wishes. 

 Dear Ian. I just have to tell you the way the officers performed at last night’s planning committee. 

Was excellent as usual everything ran smoothly, anyone would have thought they had been 
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working that way for years. What a team, we have every reason to be very proud of our officers, 

whatever the circumstances they always achieve and never let West Lindsey down. We 

(councillors) ought to acknowledge their outstanding performance. Thank you, Ian, you lead a very 

professional and dedicated team. 

 FOI compliment - What an incredibly fast response, thank you! 

Planning and Development 

 Thanks Mike, Great outcome, thank you for working with me on this application, your help and 

advice has been invaluable. 

 Russell, I’d just like to send my own and my clients’ appreciation for the manner in which the above 

has been handled and expedited. Especially Ian and, of course, Denise. I’d echo the committee 

member’s comment in saying Ian’s report was to his usual excellent standard and clearly explained 

the history and complexity of the application. Evidentially the members were able to see, 

transparently, the issues and opportunities presented. Finally, whilst I’m more than happy to submit 

the feedback questionnaires I’d like to comment personally that the level of service generally, 

especially in remaining so customer focussed in these very strange times, has been and remains 

remarkable. I have the fortune / misfortune (delete as appropriate!) to deal with numerous local 

planning authorities and without doubt you and your team have surpassed them all. 

 Hello Emma, thank you so much for all of your time and effort, I cannot thank you enough, you are 

a star!!! 

 Good morning Alison, thank you for your comprehensive response to my email.   

 Denise, many thanks for all your assistance and help. 

 Good morning Claire. Thank you so much for sending this through so quickly – incredible customer 

service! Have a great day. 

 Dear Ian, Thank you for all your hard work, on this application. Many thanks. 

 Satisfaction survey comment: Made application easy, people very helpful. 

 Satisfaction survey comment: Very helpful advice and responsive to amendments. 

 Satisfaction survey comment: Swift, efficient, positive resolution of two planning applications. 

 Hi Alison, that's great, thank you. I completed the form I was directed to, but I will complete the 

attached and return it asap. Thanks again for your help. 

 Good morning Mike. Thank you for your excellent reply. I find it so refreshing to receive such a 

response which clearly states one’s position without the technical jargon as in so many cases today 

talking around a subject and not being specific. I also hate Political fumbling and jargon. 

 Alison, thank you so much for your help.  

 Hi Liz, thanks so much, I appreciate the advice and cannot tell you how relieved I am to hear it! A 

big weight lifted. 

 Dear Liz, Many thanks for your help and your very quick reply. Best wishes. 

 Satisfaction survey comment: Both at administration and case officer level I found the planning 

team to be very well informed, efficient and very professional. 

 Satisfaction survey comment: Very helpful and responsive with dealing with questions. 

 Dear Mr. Elliott, thanks for all your help. Best wishes. 

 Planning application feedback from Ian - Well done Martin and Russell! 

 Dear Martin. Thank you so much for your prompt response to this and kindness shown towards me 

at this worrying time. At last I am starting to cross off the problems from a very long list.  

 Hi Sally, that’s brilliant news – thank you.  Can you please thank those involved, as dealing with 

the condition so quickly for us, this a real help to us. 

 Hi Ian. That's great, thank you. And thank you too for all your efforts and your own patience over 

the last 4 years, it is much appreciated. 

 Satisfaction survey comment: Open dialog, ease of communication, pragmatic approach. 

 Good afternoon Miss Maplethorpe, thank you very much for your email below, and your quick 

response to this application, this is very much appreciated and will enable us to progress the work. 
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There is obviously no need to return my telephone call now that you have sent me the decision 

letter. Once again thank you. 

 Dear Mike, just wanted to say thank you for your assistance with this one. 

 Hello Liz, thank you so much for this very helpful information and for your recommendation which 

I will pursue with confidence. I can’t thank everybody enough as all my dealing with Lincoln have 

been absolutely remarkable, the hotel, Anglian Water, the auction rooms, house clearance, cleaner 

and gardener and now you Liz. Thank you again. 

 Satisfaction survey comment: handled a planning application really well. 

 Hi Vicky, thank you and your help is appreciated. 

 Dear Rachel, thank you very much for taking the time to explain this carefully, and for responding 

so quickly. 

 Thanks for such a fast reply – amazingly helpful! 

 You are a star sir. 

 Morning Alison, thank you for the quick validation on this application – I appreciate it. 

 Morning Rachel, we are very grateful for you picking this up and turning around so quickly. Thank 

you & Kind Regards. 

 Hi Rachel, that is great news thanks for your help on this. 

 Hi Denise, Yet again thanks for you as always prompt reply. All the best 

 Ian, thank you for the very swift response.   

 Thank you, Denise, for the information and effort on your part. Much appreciated! 

 Good Afternoon Mike that is good news and thank you for all your support, patience and guidance 

in helping me to navigate through the process. Very best wishes. 

 Thanks, as ever, for sorting things out. 

 Afternoon Mike, thanks for this. The client has asked me to pass on his thanks for the pro-active 

way you have dealt with application. Much appreciated. 

 Thank you so much for your telephone call last week Alison and all of your help and advice, as I 

said in our telephone conversation you have been the most helpful person we have had contact 

with in the last three years of our planning 'adventure'. 

 Satisfaction survey comment: 5 Stars - Telephone answer to my question followed by a paper 

version in the post. 

Planning Enforcement 

 Dear Catherine, you are most kind with your prompt and very, very helpful response. I am most 

grateful for the information you have imparted and I am satisfied with the kind clarification you have 

provided. My best wishes for your week ahead. 

 Dear Catherine, I will get back to you if needed but many thanks for your professional support and 

prompt response. 

 Catherine, Thanks for your assistance in this, it is very much appreciated and valued. 

Property Services 

 I just wanted to pass my thanks on to Mick via yourselves for his help today, within ½ an hour of 

me asking for a dispenser for the blue roll in the customer services kitchen Mick had found one and 

put it up for us – he is a superstar! 

Revenues 

 Dear Mrs Kay, Thank you so much for your kind letter with the great news about our hardship 

award. This will make a huge, huge difference at a time when things are still incredibly difficult for 

us. Thank you once again for your help, it really is truly appreciated by us all. 

 Thanks so much! I appreciate the speedy replies from everyone. You’ve all been very helpful. I’ve 

received my new bill, and the waste team have already been in touch. Thank you! 

 Thank you very much for this, it is an extremely hard time so this gesture is sincerely appropriated. 
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 Good Afternoon Helen, I hope you are keeping well. Thank you very much for coming back to me 

so quickly & with the attached. This has been a very difficult time overall most recently and you 

have helped enormously, I truly cannot personally thank you enough. Perhaps when Covid is under 

control & safe, I can come over to your offices & thank you in person. Kindest regards & massive 

big thank you again. 

 Chloe - Thank you for all your help!! I very much appreciate your speedy service and resolving this 

issue. Please pass on my compliments to your line manager in the good work and help you have 

shown me this morning. 

 Compliment for Lewis - I don’t know who your line manager is but you can tell them that I am very 

happy with the conversation we have just had and very happy with the service that you have 

provided. 

Street Cleansing 

 Hi Ady, just wanted to say thank you to you and Simon for your support last night with the evacuees. 

It was great to have Simon come down to the rest centre and support with the refreshments, hot 

and cold food and be there in case of escalation with hotel stays etc. Seemed all the residents 

loved the sausage and mash!! Please pass on my thanks to Simon. 

 Good evening Simon, On Monday, on the way into a meeting in Lincoln, I was thanked for the 

recent litter pick along the A46. I'm writing today to pass on those thanks, together with my own, to 

you and your team for doing a really excellent job. Your work will undoubtedly have been apparent 

to (and appreciated by) many others too! Thank you, as always, for your valued support. 

 Good morning, further to this request, my wife told me the other day, that whilst she was traveling 

down the ring road, she noticed people with high vis jackets on collecting rubbish from the area. I 

would like to put on record my thanks to the council for actioning this, I’m sure it has made a vast 

improvement to the area. I hope that in the future folk would use the bins provided or take their 

rubbish home with them to dispose of it correctly. Please would you mind passing on my thanks to 

the relevant people, most notably the operatives who went out for the clean-up, good job. 

 Morning again - That's efficient service, it's just been collected and he's on his way to the village 

hall to collect the rubbish. 

 Dear Ian. Following on from your email on Friday, I have been asked to pass on Upton Parish 

Council’s appreciation to Simon for the way he has supported them with their litter picking and the 

collection of their sacks when the pickings have been completed. 

 Good afternoon Simon, thank you very much for delivering the equipment and all received. Thank 

you to all your team helping us with this. We went to Fiskerton village over the weekend, travelled 

along the A15 to A158 junctions, you have all done an amazing job with collecting rubbish from the 

roadside areas and what a difference that has made. Well done to all your team as this must have 

been a huge undertaking to get completed. 

 Dear Simon, I'm not sure if you are responsible for organising litter clearance on the stretch of by 

pass between Nettleham Road and Riseholme Road but I would like to express huge thanks to all 

people involved. It really cheered me up no end to drive back from Lincoln yesterday and see the 

verges clear. I know that a lot of people will appreciate your efforts against challenging odds. 

 Hi Simon, just a quick email to thank you and your team for a fantastic service, clearing the back 

of Colville Terrace. 

 Letter of commendation received - I am writing to say a very big thank you to Lee and Simon for 

supporting me with the volunteering section of the D of E silver award. I have been litter picking in 

Kexby for the last 30 weeks all weathers. These two gentlemen have gone above and beyond to 

ensure that i have enough bags and a sharps box after finding needles etc. 

 Simon, thank you so much for all of your help. It is much appreciated. 

 Just wanted to drop you a line to say thank you for your service. It was top notch!! I would highly 

recommend to others! 

 Good morning Simon, I hope that you and yours are well. At Caistor Town Council's April meeting 

members again expressed thanks for the assistance and support you and your team have provided 
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to the town, which I undertook to pass on accordingly.  These relate to the period before last 

Saturday's Big Spring Clean! 

 Hello Simon, wow, that was quick! Thank you so much, the local residents will be delighted. 

 WOW Simon, many thanks for doing this so quickly. I am quite sure we would have had quite a 

litter problem over the bank holiday weekend without if.  Let's now hope people use it. 

Trees and Conservation 

 Hi Carol, thank you for getting back to me so quickly, thank you for your guidance regarding my 

hedge. 

 Carol, that's great news thank you. I assume that you have also told the owner of the property so 

hopefully we can come to an amicable agreement with him on how to deal with the trees. Once 

again thank you very much for your help. 

 Thank you Carol for your prompt service, much appreciated. 

 Thanks Carol, that’s great, I appreciate the email. 

 Thanks Carol – that’s really helpful. 

 Carol had been speaking to Cllr Jackie Brockway and she thanked her for her very helpful and 

informative reply email to Saxilby PC that she was cc’d into. She said she doesn’t get chance to 

speak to Carol very often but when she does she always looks forward to her replies.   

 Many thanks for your help Carol. 

 Dear Ms Slingsby, I am indebted to you, thank you. 

 Carol, thank you very much, it is very much appreciated. 

 Dear Carol, Thanks for your helpful advice and list of the TPOs in Saxilby. 

 Dear Carol, just a short message to say thank you very much for all the information. It was really 

useful and we have got in contact with Lincolnshire Tree Services at Tealby. 

 Thanks Carol, as always, you are a star. 

 Good morning Carol, thank you so much for your swift reply and help on this issue. 

 Thank you for taking the time to visit and please thank your colleague for her very useful advice on 

planting, particularly concerning the pond. 

 Many thanks, Carol - that's really helpful. 

 Hi Carol, thanks for the update. It is very much appreciated. I will contact LCC as suggested and 

go from there. Have a great day. 

 That's brilliant Carol thank you very much for your help. 

Waste Services 

 Praise received for waste operative (Mr Townsend) who had been to collect a missed GGW 

collection and spent time speaking to the customer re arrangements going forward. The customer 

thanked him for his service. 

 Satisfaction survey comment: I have no complaints, we have the best bin men in the country. 

 Satisfaction survey comment: Helpful response to telephone request for information. Advice 

regarding points system and collection given. Request to include extra items auctioned promptly. 

Collection quick and efficient". Thank you to everyone involved. 

 Satisfaction survey comment: I thought it was a good price that I paid for an efficient service. The 

goods were taken away in a timely manner.  

 Ooo fab thank you for looking into this and helping us come to a resolution for the customer. Thank 

you too Tom for investigating from our crews POV. 

 Wanted to say how impressed we were that our bin man climbed over a fallen tree and carried the 

bags back over to collect our refuse yesterday! Above and beyond the call of duty! Thank you! 

 Thanks for the reply & further thanks to your crews for going out of their way today to come back 

& collect the bins. It's much appreciated. 

 Further to your email dated 24th May in regards to new blue bin, & thank you for your help. The 

missed recycling has just been collected.   
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 Another superb refuse collection by our dedicated team. Well done (we should be saying this much 

more often than we ever do) and thank you. 

 Customer wanted to share that she is very happy with the waste crew. She said they are so friendly 

and helpful and her little girl loves looking for them out the window and waving. She wanted to pass 

along how appreciative she of the crew. 

 Customers blue bin lid was replaced today and she is delighted with the service. The customer 

called to say how lovely the crew and driver were who fixed the lid. They were very polite, waved 

and all had big smiles on their faces and the customer has described them as little rays of sunshine. 

 Satisfaction survey comment: Replaced Pins to secure Blue Bin Lid. Member of staff who carried 

out repair was excellent and adhered to all Covid regulations. Thank you. 

 A customer rang at 11.20 and was happy with the way the issue was dealt with, the waste team 

came back not long after and picked up the rubbish for him and wanted to pass on his thanks. 

 Customer was very happy with Kirk and myself on how we dealt with getting her a larger bin due 

to her medical condition and for collecting her side waste an hour after she had reported it back to 

me - advises was very helpful and nice. 

 Would like to say thank you to the waste crew for returning after he missed blue bin. 

 Satisfaction survey comment - Friendly and helpful staff who speedily replaced by garden waste 

bin lid. 

 Thank you to the bin crew – had helped with her assisted collection - she had left her bag of waste 

around the back, as they normally go later, but as they came earlier than usual they came around 

the back and picked up her bag for her.  She is really grateful that the crew were looking out for 

her. 

 A customer just wanted to mention how much she appreciated the additional lengths the green 

waste collectors went too, they ended up taking away some extra bags of waste that she'd left near 

her bin to refill her bin with once emptied, and took away a large branch that had fallen from a 

nearby tree. She also wanted to say how great I'd been at contacting her back when I said I would. 

 The customer who just booked a second bulky said the thinks the service is ‘great value for money’. 

£33 for a sofa and armchairs – which saves him getting a van/taking to the tip, which is very difficult 

for him now, it’s a great service and he was really happy with the first one he booked  - items taken 

by 7.30am and was very easy and efficient. 

 Satisfaction survey comment: The engineer was great really polite and got the job done quickly. 

 Satisfaction survey comment: Efficient and tidy. Job well done. 

WLDC Council in General 

 Customer just said staff at West Lindsey are always so charming, helpful and friendly. 

 I’ve only been at the LA for a short while, but it never ceases to amaze me how all departments 

help each other out, it makes coming to work a pleasure. We may work remotely, but still very much 

in the WLDC fold, Team work! 

 I just want to say every time I've called the Council the service has been superb. You've been 

brilliant today. 
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Communities 

 I'm not sure if you have a suggestions page/category, so thought this was the best place to make 

a suggestion/comment. I am delighted that the council is to make more use of what potentially 

could be one of Gainsborough's main highlights of a visit to the town, the River Trent, in the form 

of a continuous walkway by the river. However, having just had a lovely stop for lunch at the 

riverside cafe it struck me how very little green there is along the walkway in some sections. I 

wondered if it would be possible to add more trees, like rowan, apple and cherry blossom in large 

planters along these areas. Not only would they provide some shade on hot days, but also look 

lovely and add to Gainsborough's green footprint in our battle against climate change. They would 

drastically enhance the setting there and also provide shelter food and fruit for our wildlife and 

pollinators. Hopefully more people would be encouraged to walk along there, and potentially attract 

more businesses to the area along the water front in the form of small restaurants and bars, cafes 

and shops. I was born in Gainsborough and feel like there is so much bursting to happen here, 

given its beautiful waterside location, but I am well aware that this needs substantial investment. 

However, if we can make it a much more appealing setting for leisure and recreation, then I think 

Gainsborough as a whole would thrive massively. Such a shame also that the plans for a marina 

never got off the ground, it is human nature to want to be by water, and I think a real opportunity 

was sadly missed there for the town. 

Electoral Services 

 A councillor continued to campaign for the local county council elections despite the protocol being 

to stop all campaigning until after the Duke of Edinburgh’s funeral. The candidate posted a 

campaign leaflet through the customer’s door on Saturday 10/04/21 as seen on her doorbell 

cameras footage. 

Property Services 

 Customer called re only getting 1 free hour per day in the car parks. She said herself and other 

have issues when going to the Doctors on Caskgate Street. As she is often over 1 hour there, she 

pays to get a ticket for the Doctors.  Then when she went back into town in the evening (5pm) she 

had to pay again, as the machine already says she has had 1 free hour. She said when you have 

to go in multiple times she doesn’t believe it is fair you have to keep paying if over 1 hour the first 

time. She mentioned the 2nd visit when only needs 2 mins to pop into a shop she has to pay for a 

full hour due to having a free hour earlier in the day. I advised that when she pays for 4 hours the 

first time that does include 1 free hour so if you go back later you will need to pay. I advised this is 

also due to prevent carpark hopping and people moving their car from one to another. She said 

she is going to call the local Councillor regarding this as believes this is unfair and if you need to 

visit town multiple times in the day you should get another free hour as you may only need 10 mins 

the first time and 5 mins the second time etc. 

Revenues 

 A customer was put through to the council tax queue but didn’t hear any ringing or indication she 

was in a queue or that someone was going to answer the phone and so she hung up and had to 

ring again. Customer felt it left her hanging and that some indication she was in a call queue would 

have been useful. 

Street Cleansing 

 I have been advised to contact yourself regarding the matter below. I do hope the significant matter 

that I detail below, doesn't just get passed around well-paid local leaders with the net result of 

Appendix 2 – Comments Received 
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inaction again. I must say, my trust in our local leadership getting a grip of local matters is at an all-

time low. I am ashamed and appalled and so frustrated at the state of the main roads around 

Nettleham with regard to rubbish and discarded items. The council talks about promoting City of 

Lincoln with marketing actions costing thousands upon thousands of pounds and indeed the council 

spends thousands of pounds on environmental policies and publications, but NOTHING happens 

on the ground. More money wasted on paper pushing bureaucracy. Cities that attract tourism and 

business, PRIDE themselves in getting the basics right. Get the place tidied up, remove the litter, 

promote anti-litter campaigns etc. It’s very simple, act with the powers you have to stamp out the 

environmental plague on our door step. Let’s create a pride in our local environment. The council 

operates at the lowest common denominator. They allow the rubbish and environmental 

housekeeping to be neglected accepting rubbish tips to accumulate at the side of our roads. The 

Lincoln bypass is a disgrace, together with the A46 Nettleham road and indeed other main roads. 

What a welcome to the city of Lincoln. If the city wants visitors then make it welcoming, not a 

disgrace. Who wants to visit a scruffy and rubbish infested location? I hope you respond to my 

email with some meaningful actions / answers. It would good to regain some trust in our local 

leadership. 

Systems Development 

 I tried to book a bulky online. It let me select a date (22nd July) but then it was asking for a time 

slot and not confirming so I had to call. Booking was completed with no issues over the phone, 

must be a website error. 

Waste Services 

 Feels a little bit naughty about the full season charge (GWS) when I'm not utilising the full service 

- rather than pro rata I’m paying full season but only getting part service charge. I understand paying 

for the bin I need but full service charge no matter the time of year doesn't feel right. 

 

 Dear Sir/Madam, I see your refuge collection bins excelled themselves this morning, not one but 

two coming through the major roadworks, causing massive traffic congestion on both sides and the 

elderly gentleman in the car behind me turning around because he missed his doctor’s appointment 

that he had waited two weeks for. What an utter disgrace your management are for continuing to 

cause extra chaos at one of the busiest times of the day, I think it's absolutely disgusting as I know 

full well I've not seen that refuge bin going through the town in that direction. For the record my job 

entails helping the elderly and also working directly with Covid patients throughout this pandemic 

so cheers for adding to my travel stress. Utter idiocy. I have never heard such a poor excuse. I 

drive into Market Rasen every Tuesday at that exact time and not once in five years have I passed 

that lorry on that route. The elderly people's complex near the river have their rubbish collected 

anytime from early morning until late in the afternoon, the so called set route they supposedly follow 

is absolute rubbish (pardon the pun) I can conclude that the past two weeks route if it continues 

where I sit at those traffic lights for ten minutes in rush hour because your refuge manager actions 

will be because he enjoys creating bad feeling and added stress on the roads. Remember we pay 

for our council tax, so in essence the jobs in the council are what the public fund. Customer 

satisfaction is what you should be aiming for, not as it seems a new lorry route which severely 

disrupts that very busy time on the road as it is. And while I mentioned the man behind me stuck in 

traffic far longer than usual in which he missed his doctor’s appointment because like the rest of us 

in that massive queue at 9 am this morning due to yet again your refuge bin going through at that 

time (utterly ridiculous) I ask the question if you think an emergency vehicle needing to go through 

wouldn't be hindered due to your management incompetence at allowing that vehicle to go through 

at that time? The answer is yes, the choice you are making in continuing to have it go through at 

the busiest time of day could potentially be the cause of a person dying because emergency service 

cannot get through due to the backlog of vehicles behind said bin. I suggest you get a grip or I will 

take my concerns to a more public viewing and higher up people to address my concerns. 

 



38 
 

 Crew swearing early hours in the morning between 9am-10am roughly. The language used was 

not very good. 

 

 Tried to book sharps online, but asking for time and won't let book, often happens so has to call 

instead. 

Other 

 Went to vote last night and given referendum from WLDC. I knew nothing about your plan, I have 

been here in the town like most people, for 12 months going nowhere, I read social media and local 

news but your referendum was a complete surprise. I received lots of election fliers through the 

door and read them all, so could make an informed decision but your referendum was something 

new to me so voted no. What else could I do? That's not democracy and if you lose the vote you 

only have your selves to blame. 

 


