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This is the fourth Quarterly Voice of the Customer Report for 2021/22 covering the period 
from the 1st January to the 31st March 2022. The report includes various information 
regarding customer contact including customer feedback, customer satisfaction levels and 
customer demand data. 
 
During Qu4 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 
customers were seen by appointment. JCP continued to see their customers by 
appointment only and the number of appointments increased during Qu4. Officers continue 
to undertake additional cleaning duties in the reception and at any desk used by customers 
once they have left the building. 
 
Customer feedback has increased compared to the previous year, more complaints, 
compliments and comments have been received, this has been due to the start of the 
GGW service and the implementation of the additional recycling services. 
 
A higher number of complaints were upheld but the average response time reduced 
compared to the previous Qu4 period. 
 
Overall customer demand increased slightly compared to previous years, the number of 
service requests decreased but a higher percentage of them were completed online. 
Online methods and telephone continue to be the preferred methods of contacting WLDC. 
 
During Qu4 footfall has increased significantly, there has been an increase in the number 
of appointments dealt with by the JCP, including emergencies. 
 
Telephone demand has increased, in particular during March 2022. All residents were sent 
a letter in February regarding the new recycling service and delivery of new bins leading 
to an increase in phone calls relating to when new bins would be delivered and the new 
recycling service, it was also the time for Green Garden Waste (GGW) renewals and other 
related waste issues. 
 
There has been a decrease in website users in Qu4, but due to the launch of a new website 
we did experience some downtime and limited availability of some pages. The new look 
website was launched in April 2022 after an extensive review and customer consultation. 
 
We have seen an increase in customers using online and automated ways of requesting 
a service or making a payment which demonstrates the value of making it easier for our 
customers to interact with us electronically  
 
 
 
 
 
 
 
 
 

Introduction 
 

Customer Feedback, observations and recommended 

ImprovementsIntroduction 
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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 
year, Qu4 period of 2020/21. 
 

Overall Figures 
January 

2022 
February 

2022 
March 
2022 

Totals Totals 
Compared to 
Qu4 2020/21 

Complaints 11 12 22 45 35 up by 10 

Compliments 135 83 106 324 264 up by 60 

Comments 40 23 17 80 27 up by 53 

Average number of 
days to respond 

7 7 6.6 6.8 7.6 down by 0.8 

WLDC at Fault 6 5 8 19 7 up by 12 

% WLDC at Fault 55% 42% 36% 44% 20% up by 24% 

   
QUARTER 

4 
  

Qu4 
(21/22) 

Qu4 
(20/21) 

 
  

 
 

There has been an increase in the number of compliments received compared to the 
previous Qu4 period.  Waste Services received the most compliments with other customer 
facing services close behind. 
 

The number of complaints received has also increased compared to the previous Qu4 
period, an increase of 10 complaints overall, with 19 of the 45 complaints received (42%) 
being for Waste Services. 
 

The average complaint response time was 6.8 days which is slightly lower compared to 
the previous Qu4 period. 
 

The services that received the highest number of compliments have also received the most 
complaints during Qu4, these are the main customer facing services; Waste services, 
Planning and Development, and Customer Services. 
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The percentage of upheld complaints has increased by 24%, more specific information on 
upheld complaints and any learning that has taken place is contained later within this 
report. 
 
These observations and improvements have been made following feedback 
received: 

 

Trinity Arts Centre – Ticket Insurance 
 
An investigation into a complaint received in relation to Trinity Arts Centre ticket insurance 
discovered that it was important for the insurance T&C's to be made clearer on the call 
where it was being suggested. Officers were asked to advise the customer to check the 
T&C’s thoroughly before purchasing the insurance to ensure they were happy with what 
was covered. Training material was updated to reflect this process amendment. 

Trinity Arts Centre – Recorded Message on phoneline 
 
Through investigations into other matters it was discovered that the phone line message for 
Trinity Arts Centre tickets was not clear regarding booking fees and how they are cheaper 
if booked online. 
 
An improvement was suggested and the phoneline message was updated to advise 
customers that it is cheaper to book tickets online. This would assist in reducing calls into 
the customer services team as customers may choose to go online as it is a cheaper option. 

ASB Early Presentation Action 
 
A letter was sent by the community safety team to a resident in relation to bins being left on 
the highway, the resident made contact to advise that the place they were kept was actually 
their own private property and they had kept them in the same place for several years. 
 
A potential improvement action was identified around making checks before these types of 
letters are sent out. Land registry checks should be made to establish land ownership. If 
this had been carried out on this occasion although the bins looked like they were on the 
highway it would have shown that they were actually on land owned by the property, a letter 
would not have been sent and the customer would not have needed to make a complaint. 

Planning and Development 
 
A resident’s objections to a planning application were redacted, due to defamatory 
comments, a complaint was received that they were not made aware that may happen. 
 
Following the complaint investigation, the information provided on the website was 
amended so that it makes it clear that any defamatory comments etc will be either redacted 
or sent back to the sender to amend until they are suitable for publication. 

Community Safety 
 
Following an investigation into a complaint by the Local Government and Social Care 
Ombudsman (LGSCO) and a decision received in March 2022 updates have been made to 
the Community Protection Notice (CPN) procedure. 
 
The LGSCO recommended that we review CPN procedures to ensure that the wording in 
CPN is effective and that officers review them after any legal advice is received. This update 
to the procedure has been completed. 
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Compliments by Service 
 

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

March 2022. 

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

COMPLIMENTS 
January 

2022 
February 

2022 
March 
2022 

Qu4 
Total 

Waste Services 29 23 26 78 

Customer Services 30 19 19 68 

Planning and Development  23 8 18 49 

Street Cleansing 11 7 10 28 

Arts and Leisure 14     14 

Licensing  4 5 5 14 

Revenues (Council Tax) 7 4 1 12 

Benefits 4 3 4 11 

Home Choices 2 3 5 10 

Trees and Conservation 2 3 5 10 

System Development 3 2 2 7 

Customer Experience 1   5 6 

Environmental Protection   4   4 

Building Control 2 1   3 

Communities      2 2 

DFG's 1   1 2 

Growth and Regeneration 1     1 

Housing Enforcement 1     1 

Local Land Charges     1 1 

Planning Enforcement     1 1 

Property Services   1   1 

WLDC in general     1 1 

Totals  135 83 106 324 
 

Compliments are received through various channels including customer survey feedback 
and social media.  
 

The number of compliments received has increased by 60 compared to the previous year. 
The services that typically receive the most complaints also receive the highest number of 
compliments, these are our main customer facing services and interact daily with our 
customers. 
 

The Waste Services team received the highest number of compliments during this period, 

there has been an increase in the number of compliments that have been registered via 

satisfaction surveys where 5-star ratings have been left in regards to the service received 

from the team such as missed bin reports, bulky and sharps collections. 

Compliments 

 

CommentsCompliments 
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Comments by Service 

Please see Appendix 2 for full details of all comments received between January and 
March 2022. 
 

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

COMMENTS 
January 

2022 
February 

2022 
March 
2022 

Qu4 
Total 

Waste Services 31 18 14 63 

System Development 5 1 1 7 

Street Cleansing   2 1 3 

Community Safety     1 1 

Planning and Development    1   1 

Arts and Leisure 1     1 

Property Services 1     1 

Out of Scope 1     1 

WLDC in general   1   1 

Growth and Regeneration 1     1 

Totals 40 23 17 80 

 

The number of comments received has increased this period. When comments are 
received they are considered and responded to if contact details have been provided. 
Comments received through customer satisfaction survey responses are recorded and 
included in the number of comments received. 

 
Most of the comments received during Qu4 were for waste services and systems 
development. Any improvements that can be made when a comment is received will be 
implemented by the responsible service.  

 
Comments received for waste services have increased significantly this quarter, similarly 
to Qu3 due to the commencement of the GGW service period and the publicity regarding 
the new recycling services for paper and card. Several comments have been received 
regarding the GGW collection period with residents suggesting that collections should 
continue longer into the winter months. Concerns have been raised regarding the new 
recycling service and where smaller properties would store the extra bin. Sack deliveries, 
bin and bulky collection charges and recycling issues have also been commented on. 
 
The comments received for systems development are in relation to problems experienced 
resetting online accounts, subscribing to GGW online and online information regarding the 
bulky collection service. These comments resulted in changes being made during the new 
website design and implementation. 

Comments 
 

ComplaintsComments 
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Complaints by Service 

 

The graph below shows the number of complaints received by each service during Qu4; 
 

 

The number of complaints received overall has decreased by 10 compared to the previous 
year. As well as more complaints being received the percentage of upheld complaints has 
increased significantly, fault was identified in 44% of the complaints investigated, 
compared to 20% the previous year. 
 
Typically, the main customer facing services receive the highest number of complaints, 
waste services for instance provide a service to every household in the district.  
 
19 of the 45 complaints received were for waste services. The increase in the number of 

complaints received for waste services has been caused due to the introduction of the new 

recycling collections and the advisory bin tagging that has been taking place since March 

2022. An increase in complaints was expected during the introduction period and may 

continue until customer gets used to the change we have implemented.  

Missed bins are not routinely classed as a formal complaint unless there has been a 

repeated issue of missed bins, normally 3 occurrences in a row or where we have failed to 

return for a missed bin within the 5 days. On these occasions a full investigation takes place 

to establish the reasons for repeated missed bins. 

The numbers of missed bins represent 0.05% of the bins collected in any given month on 

average. 

Out of scope complaints have included issues regarding damage by waste trucks found to 

be caused by another authority or agency, blocked drains, street lights and damage to roads 

and pavements, all of which were signposted to the most appropriate place to deal with their 

concerns. 
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Upheld Complaints and Improvements identifiedComplaints 



9 
 

Complaints for other services across the council have included complaints regarding 
decisions that have been made, processes that have been followed, lack of contact or 
response and the quality of service received.  
 
Typically, the main reason for complaints is because of the quality of service received. We 
sometimes fail to provide the service we aim to and we are not good at managing customer 
expectations in relation to what we are able to provide.  

 

Upheld complaints are detailed in the table below and are examined in more detail later in 
this report. 
 
Note: Services that do not appear in the table below did not receive any complaints  
 

Complaint Service Areas 
January 

2022 
February 

2022 
March 
2022 

Qu4 
Total 

Upheld 

Waste Services 4 8 7 19 
9 x Fully Upheld,  

1 x Partially Upheld 

Out of Scope 1 1 5 7 - 

Planning and Development  2   3 5 - 

Customer Services 1   2 3 2 x Fully Upheld 

Planning Enforcement 1   2 3 2 x Fully Upheld 

Home Choices   1 1 2 1 x Partially Upheld 

Arts and Leisure 1     1 1 x Partially Upheld 

Communications Team     1 1  - 

Community Safety 1     1 1 x Fully Upheld 

DFG's     1 1 1 x Partially Upheld 

Revenues (Council Tax)   1   1  - 

Street Cleansing   1   1 1 x Fully Upheld 

Total 11 12 22 45 
15 x Fully Upheld and  

4 Partially Upheld 

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

 

 
 
 
 

 

 

 

 

 
 

Complaint Categories 
January 

2022 
February 

2022 
March 
2022 

Qu4 
Total 

Quality of Service 4 7 8 19 

Out of scope 1 1 5 7 

Decision Made 3 1 2 6 

OTHER 1   3 4 

Missed Bin Collection   2 1 3 

Lack of contact/communication 1   2 3 

Quality of Information Provided 1   1 2 

Staff Behaviour   1   1 

Totals 11 12 22 45 
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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 45 complaints received,15 were fully upheld and 
4 were partially upheld. This equates to an upheld complaint rate of 44%, (last year the 
upheld rate for the same period was 20%) a significant increase. 

 

 

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).  
 
Even when complaints are not upheld there can still be learning that takes place. We may 
not have done anything wrong but in some cases, we could have done things better. 
 
The table below shows the services that had complaints upheld this quarter:  
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One of the main themes that is identified when complaints are investigated is that the right 
things have been done but the customer has not been kept informed or up to date, in some 
instances the outcome of their case or enquires have not been communicated to them, all 
of this is important in terms of managing customer expectations and improving the 
customers experience. 
 
When complaints are upheld actions are put in place where possible to ensure that 

mistakes are not repeated again in the future.  

 

Upheld Complaints and Learning Actions/Improvements 
 
Waste Services 
 
Out of the 19 complaints received for waste services 9 were fully upheld and 1 was partially 
upheld. 
 
The partially upheld complaint was in relation to repeated missed bins and waste left behind 
on the pavement when the crews had left the area. There was no evidence of previous 
missed bins being reported to us so that element was not upheld but we were at fault for our 
waste crews not cleaning up after themselves and leaving waste behind after bins had been 
emptied. 
 
The fully upheld complaints included issues such as a repeated missed assisted bin 
collection and emptied bins left causing obstruction. New bins purchased and not delivered 
in the promised timescales despite follow up contact being made. A repeated missed bin 
collection where the bin was missed as the WLDC truck parked blocking them from view. 
 
Other upheld complaints included: 
 

• Bins being missed 

• Blue and black bins being emptied into the same truck so not recycled.  

• An operative urinating in public onto a fence who was seen by customer working at home.  

• A complaint from a new build property where a new bin had been delivered but collections 
had been missed weeks in a row.  

• A blue bin being tagged and missed when it should have still been emptied. 

• A report of a neighbour being allowed to put extra waste in the truck themselves.  

• Bins that had been left obstructing a driveway on several occasions. 

Complaint Service Areas 
Complaints 
Received 

Upheld % Upheld by Service 

Waste Services 
19 

9 Fully Upheld,  
1 Partially Upheld   53% 

Customer Services 3 2 Fully Upheld 75%  

Planning Enforcement 3 2 Fully Upheld  75% 

Home Choices 2 1 Partially Upheld 50% 

Arts and Leisure 1 1 Partially Upheld 100% 

Community Safety 1 1 Fully Upheld 100% 

DFG's 1 1 Partially Upheld 100% 

Street Cleansing 1 1 Fully Upheld 100% 
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Customer Services 
 
Out of the 3 complaints received for customer services 2 were fully upheld. 
 
A complaint was upheld in regards to an officer not wearing a mask in reception, it was found 
that guidelines were on occasions, not being adhered to so all office staff were reminded 
that masks still needed to be worn in reception.  
 
Another complaint was upheld as an administration error led to a customer’s details not 
being passed on to arrange a visit from the recycling team. The customer had to make 
contact again to enquire why they had not received any further contact. 
 
Planning Enforcement 
 
Out of the 3 complaints received for planning enforcement 2 were fully upheld. 
 
Both of the upheld complaints were in relation to lack of contact, updates and response. 
Investigation found that emails and letters had been received but had not been actioned or 
responded to. The customers received an apology and answers to their concerns.  
 
The planning enforcement team has been managing a very high number of cases over the 
last couple of years and are endeavouring to ensure that the customer service experience 
will improve. 
 
Home Choices 
 
Of the 2 complaints received for home choices, 1 was partially upheld. 
 
The partially upheld complaint was in regards to banding eligibility for bidding and lack of 
contact/response to enquiries made. The complaint was only partially upheld as 
investigations confirmed that the banding eligibility was correct based on the information 
provided by the customer but fault was identified because the customer did not receive a 
response to their email enquiries in a timely manner. 
 
Arts and Leisure 
 
The 1 complaint received for Arts and Leisure was partially upheld. 
 
The complaint was in relation to ticket insurance on Trinity Art Centre performance tickets. 
An investigation found that there had been some confusion around what was covered by the 
insurance and the officer that took the booking had implied that the circumstances that the 
customer was concerned about would be covered if the ticket insurance was purchased. 
However, when it came to making a claim it was not valid as the Terms and Conditions of 
the ticket insurance stated those particular circumstances were not covered and this had 
been misinterpreted by both parties. 

 
Community Safety 
 
The 1 complaint received for Community Safety was fully upheld. 
 
The investigation into this complaint found that a customer who had contacted the team in 
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regards to a letter received from them in relation to the placement of waste bins had not 
received a response. The customer had sent several emails and had left telephone 
messages but no one had got back to them. The customer received an apology and an 
answer to their enquiries. An improvement action was identified as detailed in the section 
above. 
 
Disabled Facilities Grants 
 
The 1 complaint received for DFG’s was partially upheld.  
 
The complaint was in regards to a decision made regarding how much support the customer 
was eligible for, they had been asked for financial information for the assessment which they 
felt was not relevant and also complained about the amount of time the whole DFG process 
had taken up to now. 
 
No fault was found in terms of the process and decision in regards to eligibility, the team 
were correct to request further financial information to progress the application. However, 
the whole process had taken longer than normally, due to matters beyond our control, so 
the complaint was partially upheld and the customer received an apology.  
 
Street Cleansing 
 
The 1 complaint received for street cleaning was fully upheld. 
 
A street cleaning report received was not fully actioned and only half of the area was 
cleaned, investigation found that there had been some confusion on the crew’s part. The 
customer received an apology and the crew returned to complete the rest of the area. 

 

There were no Quality Monitoring Board meetings held during the Qu4 period. 
 
 
 

 

When a customer has completed our complaints process they have the right to refer their 
concerns to the LGSCO for review. They decide whether to investigate further and make 
contact with the LGSCO Link Officer (the Customer Experience Officer) in regards to their 
decisions and any information required for their investigations. 
 
As of the end of March 2022 there were no complaints open with the LGSCO. During the 
Qu4 period the LGSCO made contact regarding 7 outstanding complaints which had been 
referred to them.  
 
The LGSCO decided not to investigate one of the complaints referred to them and made 
final decisions on another six complaints: 

Quality Monitoring Board 
 

Local Government and Social Care Ombudsman ComplaintsQuality 

Monitoring Board 

Local Government and Social Care Ombudsman Complaints 

 

Customer Satisfaction SurveysLocal Government and Social Care 

Ombudsman Complaints 
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Case ID - 21002386 CLOSED Final decision received - not upheld Planning Enforcement 

Case ID - 21002031 CLOSED Final decision received - not upheld Planning 

Case ID - 21004657 CLOSED Final decision received - not upheld Planning Enforcement 

Case ID - 21007140 CLOSED Final decision received - upheld (apology and 
change of procedure required) 

Community Safety 

Case ID - 21008610 CLOSED Final decision received - not upheld Planning 

Case ID - 21006422 CLOSED Final decision received - not upheld Planning 

Case ID - 21017190 CLOSED The LGSCO decided not to investigate Benefits and Tax 

 

The upheld complaint for Community Safety was in regards to a CPN that was served 

on a customer’s neighbour. The LGSCO concluded: 

“There is evidence of fault by the Council. The Community Protection Notice served on a 
neighbour due to anti-social behaviour was not worded in a way that it was enforceable. In 
addition, when the Council got legal advice on the notice, it did not review or revise it to 
ensure that it was relevant to the anti-social behaviour complained about. The Council’s 
apology and revision of procedures on wording and reviewing notices remedies the 
injustice caused.” 
 
The recommended apology and change of CPN sign off procedure have been made and 
evidence has been sent to the LGSCO. 
 

Satisfaction surveys were sent during January, February and March 2022 to customers of 
the following services: Planning and Development, Planning Enforcement, Waste 
Services, Street Cleansing, Public Protection, Street Naming and Numbering and 
Licensing. 
 
Satisfaction surveys were sent to 2037 customers in total, 341 responses were received 
giving an overall response rate of 16.7% which is slightly lower than the previous quarter.  
 
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-application advice during the previous week. For licensing services 
satisfaction surveys are sent at the end of each month to customers who have had licenses 
issued or amended. 
 

Customers are asked the following question: 
 

Please rate your recent experience with the Council? Out of 5 stars 
 

Customer Satisfaction Surveys 
 

Customer Satisfaction ScoreCustomer Satisfaction Surveys 

Customer Satisfaction Score 
 

Customer Demand DataCustomer Satisfaction Score 
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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 341 responses and ratings received;  

• 188 customers rated the service received as 5 stars 

• 56 rated the service received as 4 stars,  

• 42 rated the service received as 3 stars,  

• 19 rated the service as 2 stars 

• 36 rated the service received as 1 star  

Equating to a 71% satisfaction percentage. This is a 10% decrease in satisfaction 

compared to the previous quarter, where satisfaction was 81%. 

Customer Satisfaction = 71% 
 

 

 

Customer satisfaction has decreased compared to the previous quarter, it is the third 

period to include responses from Licensing customers who generally rate the service 

received as 5 stars. 

Where high satisfaction scores have been given comments have been provided regarding 

the prompt and efficient service received, helpful and knowledgable officers, quick 

responses and the ease of contacting WLDC. 

Customers appreciate when we do what we say we are going to do on the date we say we 

are going to do it, they do not appreciate things being late or staff not turning up when they 

say they will. 

Comments provided where low satisfaction scores have been given include 

• customers not being kept up to date or responded to 

• customers not able to get hold of the officer they require 

• customers claim that their service request was not completed 

• customers unhappy with the way their planning applications were handled by 

planning committee 

• crews not returning for missed bins as quickly as promised 

• problems finding information on the WLDC website 

• concerns with the rise in cost for some services including GGW and council tax 

• customers concerned when blue and black bins have been emptied into the same 

truck 
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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. 

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. 

Customer demand decreased slightly during the beginning of the period when compared 
to Qu4 2020/21 for some services but increased significantly in some areas during March 
2022. Information packs regarding the new paper and card collections were sent to all 
residents in February 2022 leading to an increase in the number of calls and online 
requests received in March 2022. This is reflected in the figures included within this section 
of the report. 

 
A positive outcome was that the Land Charges team no longer needed to see people face 
to face by appointment as their systems moved online at the end of 2021. JCP continued 
seeing customers by appointment only, the number of appointments increased compared 
to the previous year and the numbers are covered in the Face to Face section below. The 
number of customers approaching the building for assistance via the intercom has 
increased significantly with limited numbers being given access to the building.  
 
Compared to the previous Qu4 period the number of calls received has increased, online 
demand for services has also increased but website usage is down. A higher percentage 
of customers used online forms to make contact or request a service with phone being the 
second contact method preference. 

 

 

 

 

 

There was a decrease in the number of service requests received in comparison to the 
previous Qu4 period, these figures do not include GGW sign ups. More service requests 
were received in Qu4 compared with Qu3. 
 
A total of 3277 online service requests were received 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. The figures below show the number of service requests received by each 
contact method available.  
 

Customer Demand Data 
 

Service Requests and Customer Contact MethodsCustomer Demand Data 

Service Requests and Customer Contact Methods 
 

Face to Face Customer DemandService Requests and Customer Contact 

Methods 
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Customer Contact Methods 
Qu4 

2021/22 
% 

Qu4 
2020/21 

% 

Online Forms  
2011 61% 1965 51% 

(WLDC website, not Eforms) 

Email 195 6% 340 9% 

Phone 879 27% 1173 30% 

Face to Face 5 0% 7 0% 

Letter 12 0% 6 0% 

Internal Referrals 175 5% 399 10% 

Total no of service requests 3277   3890   

 
 

Compared to the previous year the percentage of 
service requests submitted via online forms has 
increased by 10%. Online forms and phone 
continue to be the preferred method of contact 
choice for our customers with 81% of service 
requests being initiated via those channels. Face 
to Face requests have diminished during the 
pandemic as customers have been directed to 
socially distance methods of contact but internal 
referrals have been increasing. 
 
 
 

 
 
JCP continued seeing customers by appointment 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 access to the building (urgent cases 
only).’ 
 
In comparison to the Qu4 period of 2020/21 the number of people attending the guildhall 
has increased significantly from 137 in 2020/21 to 8629 in 2021/22. Customers are feeling 
more confident in getting out and about no that the pandemic has eased and the number 
of customers approaching the building is increasing. 
 
The number of customers attending the guildhall and the reasons why they are attending 
is being recorded and analysed in order to plan for the future and how services will interact 
with their customers going forward. 
 

Face to Face Customer Demand 
 

Online Customer DemandFace to Face Customer Demand 

Online Forms Email

Phone Face to Face

Letter Internal Referrals
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Customers attended 
to via intercom 

facility 

Customers allowed 
access to the 

building (urgent 
cases only) 

Total 

January 2022 272 2231 2503 

February 2022 307 2714 3021 

March 2022 432 3684 4116 

Total 1011 8629 9640 

 
Telephone demand has increased compared to the previous year with an increase in calls 
specifically in March. The increase in calls received was due to the commencement of the 
GGW service, customers calling to renew their subscriptions and the introduction of the 
new paper and card collections. We have also seen an increase in calls relating to the 
processing of Household support funds and enquiries about the Ukraine situation. 
 
73% of all calls received were answered, this is a decrease compared to Qu4 2020/21. It 
should be noted that although a call may go unanswered, customer can opt to 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 4 2021/22 
January 

2022 
February 

2022 
March 
2022 

Qu4 
Total 

Number of calls received 15659 15250 20309 51218 

Percentage of calls 
answered Qu4 2021/22 

73% 72% 74% 73% 

Quarter 4 2020/21 
January 

2021 
February 

2021 
March 
2021 

Qu4 
Total 

Number of calls received 16385 15375 17335 49095 

Percentage of calls 
answered Qu4 2020/21 

76% 83% 77% 80% 
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This graph includes the number 

of calls received during Qu4 of the 

2021/22 period compared to the 

two previous years 2020/21 and 

2019/20. As you can see calls 

have decreased year on year 

since 2019 but an increase was 

seen recently, in March 2022 due 

to the new GGW season 

commencement, the new 

recycling service, the Household 

Support Fund and enquiries in 

regards to the Ukraine situation 

 

 

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: 
 

WLDC Website 
(2021/22) 

January 

2022 

February 

2022 

March 

2022 

Qu4 

Total/Average 

Difference 
compared 
to 2020/21 

Users 35,498 29,514 35,434 100,446 ▼7,523 

New Users 30,666 24,849 30,216 85,731 ▼ 4,814 

Sessions 62,640 52,363 63,424 178,427 ▼ 17,632 

Number of sessions 
per user 

1.76 1.77 1.79 1.77 ▼0.05 

Page Views 232,752 197,268 244,363 674,383 ▼ 71,746 

Average Session 
Duration 

02:42 02:46 02:44 02:44:00 ▼00:05 

 
There was a decrease in the number of overall users and new users visiting the website 
compared to the previous year.  
 
The time spent on the website by each individual has also decreased slightly. 
 
 

Online Customer Demand 
 

Customer Payment MethodsOnline Customer Demand 
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WLDC Website 
(2020/21) 

January 

2022 

February 

2022 

March 

2022 

Qu4 

Total/Average 

Users 39,724 32,475 35,770 107,969 

New Users 34,022 26,643 29,880 90,545 

Sessions 72,348 59,288 64,423 196,059 

Number of sessions 
per user 

1.82 1.83 1.80 1.82 

Page Views 260,149 233,925 252,055 746,129 

Average Session 
Duration 

02:45 02:52 02:50 02:49:00 

 
Information on the website needs to be useful, relevant and up to date so that customers 
can easily find or do what they need to online rather than calling or visiting us in person, 
this allows us to focus our face to face efforts on our more vulnerable and in need 
customers. A website review has taken place and the new more user-friendly website was 
launched in April 2022. 
 
Feedback on the WLDC website is processed via HotJar, when these comments are 
received work is carried out to make improvements to the website wherever possible. 
 
The table and graph below show how many online form requests were received each 
month compared to the previous two years. As you can see there has been a decrease in 
the number of online service requests received compared to 2020/21, apart from in March 
where an increase was seen due to the new GGW season commencement and the new 
recycling service information pack being sent out. 
 
The forms customer use are for them to request a bulky collection or sharps pick up, to 
subscribe to the GGW, to request a service from various departments or to make a general 
enquiry to the council. 
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January February March Qu4 

Total 

TOTAL SUBMISSIONS PER MONTH 2021/22 13930 9948 9849 33727 

TOTAL SUBMISSIONS PER MONTH 2020/21 13946 11694 8591 34231 

TOTAL SUBMISSIONS PER MONTH 2019/20 11484 8860 9102 29446 

 

The table below shows how many of the online forms were completed by customers and 
how many were completed by staff with the customer over the phone.  
 
An average of 73% of customers have completed the forms online by themselves, without 
staff assistance, this has remained similar throughout the year. 

 

  
January 

2022 

February 

2022 

March 

2022 
Qu4 
Total 

Eforms     

Completed by customer online 10612 7011 7096 24719 

Completed by staff with customer 
over the phone 

3318 2937 2753 9008 

Percentage of eforms completed 
online 

76% 70% 72% 73% 

 

The payment methods used by our customers are classified into three categories:  

• Self-Service 

• Processed by Staff  

• Automated payments  

Self-Serve payments include payments taken over the website and the automated 

telephone payment line.  

Staff processed payments include:  

• payments over the phone 

• postal cheques 

• cheques  

• small amounts of cash taken face to face 

Customer Payment Methods 
 

ConclusionCustomer Payment Methods 
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Automated payments include:  

• bank account payments 

• direct debits 

• post office payments 

• PayPal 

There was a total of 72,714 payments made to the council, this is a slight increase 
compared to the previous year when 71,790 were payments were received.  
 
After the direct debit payments have been deducted it is calculated that 67.17% of the 
payments were made using self-service, 23.56% were processed by staff and 9.27% were 
automated payments. 
 
Compared to previous Qu4 periods the percentage of self-service payments received has 
increased significantly, more payments have been taken over the phone and there has 
been a decrease in the amount of automated payments being made. This shift is good 
news and we need to continue to develop our self-service options in line with more secure 
and innovative ways of making payments in order to continue provide a seamless customer 
experience when paying for council services 

 

  
January 

2022 
February 

2022 
March 
2022 

Qu4 
Total 

Self Service    67.17% 

Automated telephone system 796 497 559 1852 

Website, Achieve and Kiosk 10084 5823 4709 20616 

Processed by Staff     23.56% 

over the phone 2838 2494 2094 7426 

Received in the post 194 134 128 456 

Automated    9.27% 

Direct Debit 20687 11960 6617 39264 

Post Office 1417 688 995 3100 

Payments Total    72714 
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The start of 2022 has been the first full period where things have started to get back 

to normal after the pandemic. Services have continued to experience high demand 

and customer feedback has increased. 

The main issues affecting these increases in complaints, comments, calls and online 

contact is the beginning of the GGW service period and the new recycling services. At 

the commencement of marketing of the new recycling service we saw an increase in 

queries from customers about this new service. This is to be expected with any large-

scale change such as this. 

Customer had a wide range of issues such as:  

• Resisting the new collection arrangements  

• Worried over space for additional bins 

• Customers said Information provided was confusing   

Throughout the pre roll out and during roll out of the new services we have been fully 

supported by a dedicated team of Lincolnshire County Council (LCC) staff who have 

visited residents raising concerns to agree a solution, provide additional education or 

just put their minds at ease 

This process has also enabled us to actively identify residents too vulnerable to cope 

with a new recycling process. Whilst we have received more complaints, comments 

and compliments and the upheld percentage for complaints increasing it needs to be 

noted that customer demand, footfall, telephone and online forms have also seen an 

increase. 

Online forms and telephone continue to be the preferred contact methods for our 

customers. 

The impact of this increase in demand, whilst delivering GGW renewal, rolling out a 

new recycling service, along with fielding a number of enquiries from customers in 

regards to the various government initiatives such as Covid business grants, HSF, 

Energy Rebate and the Ukraine situation. 

The impact of the above, our customers accepting and getting used to the new 

changes to the recycling services alongside dealing with increasing numbers of 

enquiries from our customers who are struggling to cope day to day with financial 

pressures, leading to demands for other services as health and wellbeing suffer and 

relationships breakdown needs to be recognised in that we are expecting to see 

demands continuing to rise and becoming more complex during 2022/23. 

 

 

 

 

 

Conclusion 
 

Appendix 1 – Compliments ReceivedConclusion 
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Arts and Leisure 

5-star Google Reviews received:  

• Absolutely brilliant shows. Love the new decor colours. Comfortable and well-ventilated auditorium. 

• Brilliant little venue, great views of the stage from seats. Bon Jovi Experience awesome as ever! 

• We took a party of year 3 children to see Aladdin, they had an amazing time! The pantomime was 

so good, a massive well done to everyone involved. 

• I went to go see this year's panto Aladdin last weekend. It was amazing! I thought it was hilarious, 

really enjoyed the audience participation aspect, and the 12 days of Christmas was brilliant! I really 

enjoyed the music as well, they clearly have a very talented musical director. Thank you for putting 

on such an amazing show! 

• We went to see Aladdin and it was fantastic! 

• After waiting almost 2 years the boys did good, what a Fantastic show. 

• Fantastic atmosphere! Highly recommended, especially in panto season! 

• Saw Aladdin here and it was amazing! 

• Took my granddaughters to the pantomime, it's a great little theatre, the only negative is, the range 

of snacks is limited. 

• Great cinema, staff, groups on, crafts etc and food price for venue hire too:) 

• Amazing place my son really loved working on stage here thank you. 

• The panto is worth going to, and films during school hols are often quiet. We must support places 

like this. 

• One of my favourite places in town. As beautiful on the inside as it is on the out. I do a drama group 

here and performing on the stage is amazing! 

• I want to thank each and every one of you for your help, support and dedication throughout 2021. 

Many of you have gone above and beyond for Trinity, and for that I am truly grateful. What a great 

team we have! 

 

Benefits 

• Dear Angela, we would like to express our thanks for your assistance it is greatly appreciate. 

• Jane, I would just like to say a massive thank you for your help and the relief this has taken off me 

with being able to bridge the gap between now and getting paid so thank you I know this isn't what 

this address is for but just wanted to show my gratitude many thanks. 

• Good evening Angela, what wonderful relief your email brought. I really can't thank you enough. 

Thank you from the bottom of my heart. 

• Can I please take this opportunity to thank you for your help and co-operation with our agreed upon 

procedures work? It has been excellent, especially in view of all the additional pressures you’ve 

had with Covid rated work. 

• Once again Jane, Thank You So much, I'm in so much of a bad place mentally & My Panic is a 

daily thing, not something I've ever experienced before the last 3 months. But Your assistance is 

greatly appreciated & has helped me a lot more than most would realise. 

• Hi Simon Elise and Jane thank you for the food voucher just to confirm I received it alright thanks. 

• Five further messages of thanks were received. 

 

Building Control 

• Thank you very much. Please pass on our thanks to the whole team. Both back during the build 

and recently when we’ve contacted you everyone has been extremely helpful and the service has 

been so efficient and easy to navigate (even for a complete non-builder type!). 

Appendix 1 – Compliments Received 
 

Appendix 2 – Comments ReceivedAppendix 1 – Compliments Received 
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• The groundworkers we had said you are brilliant and really helpful! 

• Many thanks for all of your teams help and cooperation with this project. 

 

Communities 

• Good Morning Grant - I had a meeting with Marshalls Yard management yesterday, they made 

positive references to the refreshed shop watch scheme and also mentioned the 20+ names put 

forwards. I spoke about our discussions which again went down well that they knew we were 

already in talks. (WL Police) 

• Folks, I just wanted to take the opportunity to thank you all for all your help with last night’s job. 

Officers were initially called to a commercial break in progress where it was believed a suspect was 

still inside. Kevin very kindly offered to return to work to check council CCTV which allowed us to 

identify the second offender from their clothing. Without the council CCTV being checked we would 

have been nowhere until today so thank you Kevin. (WL Police) 

 

Customer Experience 

• Natalie, thank you for looking into and resolving my complaint so quickly. It’s much appreciated. 

• Dear Natalie, thank you for your prompt reply to my comments. I appreciate you passing it on to 

the appropriate contractors. 

• Hi Natalie, thank you for your prompt response in sorting the postcode. 

• Hi Amy, thanks for your email & kind words. I would like to say a massive thank you to you & the 

supervisor team for having to sort out my issues. My black bins have now been emptied which I 

really appreciate & I hope you have a really nice day. 

• Two further messages of thanks were received. 

 

Customer Services 

• Thank Georgia P very much for sorting large r/c and calendar received today. Very grateful. 

• Hi Alicia, overheard you taking calls this morning. Just wanted to say well done and thank-you, you 

have a lovely manner and seem really patient with our customers. Good work :-) 

• Customer was very happy with the service she received over the phone and very appreciative of 

the service that she had received. She originally called as she had been delivered a PLB when 

they are on sacks and so we discussed that they won’t be having PLB and just carrying on as 

normal, and apologies for the delivery and so we arranged for more sacks to be delivered. She 

said that I had been really helpful and lovely and answered the phone with a cheery voice. She 

asked that if any management wanted to call her for feedback on the call she would like to speak 

to them, but i said I would pass on the message. 

• Hi Everyone, you will all be pleased to know that Monday’s green waste round sheet has been 

printed ready for the crews. You have all worked really hard over the last couple of months, I know 

that its not been easy at times and there have been a few issues along the way with subscriptions, 

welcome packs and refunds etc. I would just like to say a big thank you for your efforts and 

continued support during the last three months. 

• On the 17th of March 2022 I had to visit West Lindsey Council in the afternoon with an unexpected 

query and wished to pass on my thanks and positive feedback to the two male employees who 

manage the front desk, appointments and entry to the building, West Lindsey Council, Marshall’s 

Yard. They were both very kind, professional and knowledgeable. They listened and treated me 

with respect and tried their best to help and ensured I was signposted to the right department. This 

has ensured my query has been dealt with quickly, and I appreciate this very much. Please can 

you ensure this is passed on to the two male employees as well as their managers as it was 

excellent service. 

• You've been more than helpful and full of so much information. More than I've been able to get 

anywhere else. I think I've spoken to you before and were also helpful then. Alison you are a credit 

to your team. Have a wonderful rest of your day. 
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• Hello Alison. Thanks for such a swift reply. I came to the same conclusion about the tagging as I 

walked my dog around Tealby this morning. I suppose it doesn’t hurt to remind us of the 

requirements. We have had our purple lidded bin delivered - thank you. I appreciate your candour 

and helpfulness. Best wishes. 

• Hello again Adele, it was lovely and helpful talking to you. 

• You've been so kind and helpful today, thank you Alison. 

• I have just renewed my garden waste bin and the girl on the phone, Georgia, was very helpful and 

kind. She has a lovely manner and dealt with my request very professionally. She is an asset to 

the Council. Thank you. 

• On Thursday 3rd March 2022, I wanted to use your Bulky waste collection services. However, I 

encountered problems sorting out your “Selected item list”. Some of the items I wanted you to 

collect from my premises were not in the list, therefore I phoned the customer services for guidance 

and advice, a very pleasant and lovely lady called Alison, was immensely helpful. Later on, I 

encountered another problem with the payment and once again another lovely lady by the name 

of April came to my rescue Could you please thank both ladies on my behalf for their help, 

outstanding and professional customer service. 

• Renewed GGW subscription, asked to give feedback on excellent service by Alicia. 

• Thank you Alison, for being so helpful and kind on the phone today, not everyone is as patient and 

pleasant, thank you. 

• Just had a customer on who advised I was excellent, he had a problem where a tree was about to 

come down on a building, I talked him through to TPO mapping system so he could see that there 

was no protected trees and they could be cut back before any damage happened. 

• Many thanks for both documents, Shelley. Fantastic service! 

• A customer told me i had been her best friend sorting her query out, despite it starting as an error 

we made, she thanked me for my help and kindness, said it was lovely to talking to me, she was 

keeping my number for the future and she wished me lovely life. (Laura H-T) 

• Dave at the doors (reception) was really helpful when I came by yesterday. Also thank you for 

calling me back so soon this morning. Great service. 

• Alison - you sound a lovely confident lady - very polite and nice to talk to. 

• Lee was lovely. 

• And not a problem at all, thank you for going ahead and doing the refund. Really appreciate your 

help. 

• Just a big thank you to the very kind woman on reception/general enquiries who sorted out my 

tickets and refund voucher at Trinity Arts on Thursday last week. 

• Just had a cross person on the phone about a planning issue but at the end of the call he advised 

I was very proficient and a very nice person. (Angela) 

• Hi Alison, thank you for your reported concern re customer and Brookenby alarm. Great that it has 

been reported to police and to environmental health – thank you for letting me know. 

• When answering a call, the lady said "what a nice sound your voice is and it is so lovely to hear 

you". (Angela) 

• Customer called back to check GWS all went through ok and to thank Maddie for her help and 

knowledge this morning. 

• I just wanted to pass along some compliments about Alison, but wasn’t sure if I was able to log my 

own comment/compliments on achieve or not. I have been in the office today at the cashiers desk 

for the first time and throughout the day there have been quite a few things pop up that I didn’t 

know how to do. Alison has been so quick to offer help and advice talking me through everything 

on teams. Just this morning she has shown me how to print parking permits, check and print TAC 

tickets and talked me through what to do with voicemails and how to log each one. Nothing is ever 

too much trouble for her and she quite frequently helps me with TAC customers as I’m useless with 

ticketsolve! Just wanted to pass that feedback along as she definitely deserves some credit for all 

the help she has given me today and other days 😊 



27 
 

• Dear Alison. A big thank you for getting back to me so quickly, I really appreciate it. Yes, this letter 

is adequate for me to accept as my payment and thank you once again. 

• Hi Alison. That’s a good idea, then if the customer has called again, post room may notice. Very 

lovely customer service. 

• Dear Customer Services, many thanks for your prompt replies and help - shall do as advised. 

• Thanks Amy - appreciate the prompt and positive response. 

• When you answered the call, you sound a really happy person Alison. 

• Thank you for the clarity on this Lyn and for being super proactive at keeping us in the loop. It’s 

very much appreciated. 

• Nicola and Amy, thank you very much for your help and support. It has been very helpful. 

• Thanks Lyn, that's ok, your team have been absolute stars, thank you. 

• Customer called back as the payment system had been down earlier, her comments were thanking 

you for being so helpful and polite. It has been very pleasing to speak to you as I sometimes get 

flustered with technology. You have been most helpful.  

• I just wanted to thank you to you all personally from myself and Rob, for your hard work and efforts 

since returning to work after Christmas. I know that it hasn’t been easy and has been made difficult 

by some circumstances, you are all doing a fantastic job and hopefully things with GW will start to 

even out in a couple of weeks. Remember I am here if you need anything. Thank you. 

• I would like to say a huge thank you to April in Customer Services who answered my telephone 

call today. She was so lovely and caring. Her cheerful personality gave me confidence from the 

start. I'm am going through the very difficult process of selling my deceased mother's house. I was 

feeling tearful and frustrated when I rang, but can't praise April's support highly enough. Our buyer's 

solicitors have proved ridiculously challenging and April managed to quickly find out the required 

information from Building Control and this has saved me spending a lot of unnecessary money. 

April should be used as the perfect example of what a Customer Services advisor should aim to 

be. I had total confidence in her ability to help. She really put herself out to help and gave the 

impression she could handle anything I asked of her. What a wonderful change to speak to 

someone who takes a pride in their job and has such an engaging bubbly personality. It was a 

pleasure to ring WLDC. Thank you, April. You are a real treasure. 

• You should work for other customer services departments and show them how it’s done. (Nicola) 

• You've been most helpful today, thank you Alison. 

• Thank you, Alison, for being so kind and understanding about my lack of hearing. 

• I said "Thank you I'm here to help" (towards the end of our call) and the customer replied to me 

"you've definitely helped me today". 

• It said my email was not recognised so had to call to complete GWS. customer wanted to let you 

know and thanked us for being so helpful and passing on error online. 

• Angela has made the past few weeks so much better. She’s always happy and offering to help out 

at any chance she gets 😊 

• Georgia Williams has been a pleasure to work with over the last few weeks. She has communicated 

with myself and engaged positively to ensure we have managed to get all the work we need to do 

completed in a timely and efficient manner. She works extremely hard and is organised in 

everything she does and I have very much enjoyed working with her. 

• 4 further messages of thanks were received 

• 21 x 5 Star reviews were received on customer satisfaction surveys – customer appreciate 

speaking to a human being who is helpful, knowledgeable and empathetic to their problem. 

Customers have commented how officers are friendly and professional and have been able to set 

their minds at ease. Customers have also commented on the fact that officers have kept them up 

to date and informed when any changes have been made. 

 

 

 

 



28 
 

Disabled Facilities Grant 

• I am more than satisfied, I am very, very happy. I was not looking forward to having it done but the 

builders have been excellent, very well mannered, very courteous all in all made this a pleasant 

transformation. If I had to give a score out of 10, it would be at least 20 

• Good afternoon, I have received an email from a customer and they wanted to share thier thanks 

with you all, see below. I would also like to thank you for the support you have given me. 

 

Environmental Protection 

• I especially want to thank you, your team, and the other departments for this big win. Many thanks 

for your support in this successful outcome. (Sarah) 

• 3 x 5 Star reviews were received on customer satisfaction surveys – customers were impressed 

with the staff they spoke to and happy that they were able to speak to real people who were helpful 

and empathetic. They appreciated the fast and efficient service received. 

 

Growth and Regeneration 

• Thank you for your reply Rachel and apologies that this has landed with you again. Especially as 

your outstanding efforts saved my business last year with my Alliance. 

 

Home Choices 

• Thanks a million for this and everything else Ayla - truly exceptional and outstanding ownership for 

which I am hugely grateful! Very best wishes. 

• Dear Ayla, this is fabulous news and I am immensely grateful for your kind persistence and 

diligence, an absolute Godsend and of huge credit to you. You deserve a "Mention in dispatches" 

for this and I'd gladly nominate you for an exceptional service award, should WLDC run such a 

scheme. Once again, my grateful thanks for your all your kindness and I wish you the happy 

weekend you have truly earned! Very best wishes. 

• Hi Ayla, great news! I have just listened to a voicemail from her in which she is ecstatic about 

signing her tenancy and having her own property! Thanks for all your support, you have been very 

understanding and non-judgmental. 

• Thanks so much for all that you have done for my son and myself, you have made what could have 

been an unbearably stressful time manageable for both of us. We very much appreciate all the 

work you have done on our behalf and really couldn't asked for anything more. The home you have 

found for us and the temporary accommodation were both very comfortable and I am sure that we 

will be happy in our new home. (Ayla) 

• Good morning Paula, I just wanted to say thank you, thank you from the bottom of my heart, I 

cannot even begin to tell you how much this means to me and my boys. Our new journey can now 

finally begin in our new home, we can relax and start to finally live again. I really would love to be 

able to show the gratitude towards you and your team, you have made our year and quite frankly 

our lives with the news today. Thank you so much. Kindest and warmest regards. 

• Good morning Paula, I just wanted to thank you for helping me like you have. The support you and 

the team have given me I can't highly enough express my gratitude for in supporting me to take 

myself out of that situation. I am slowly rebuilding my life but without your teams help and support 

that wouldn't have been possible. Thank you. 

• I'm very happy with it thank you for all the help over the last 4/5. 

• Hi Paula, thank you for that and thank you for all your help through everything I appreciate it a lot. 

• Hi Paula, just wanted to say a massive thank you! 

• Hi Janette and to other correspondence of WL Home Choices for your quick swift replies means a 

lot to me and my family helping us with our application. Best Wishes. 
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Housing Enforcement 

• Good morning, I'd just like to leave some positive feedback about one of your employees, Robert 

Andrews, who has been dealing with the issue of outstanding repairs on our rented home. He has 

been absolutely fantastic and just so helpful in sorting out the problems that our landlord hasn't at 

times even acknowledged let alone bother repairing since we moved in. My son has a few serious 

health conditions and without a doubt Roberts help with the repairs has taken a huge amount of 

pressure off of what has been is still is an incredibly stressful and emotionally draining situation 

health wise. He's gone above and beyond and really is an asset to West Lindsey Council. He 

absolutely deserves recognition and praise for his amazing hard work. Thankyou :) 

 

Licensing 

• 13 x Five Star reviews were received on customer satisfaction surveys with comments regarding 

how a fast and efficient service has been received, that customers felt supported, that staff were 

helpful and responded quickly and always answer any questions they have. That officers are 

always professional and knowledgeable. 

• You’ve done nothing but help me; your department has always been helpful so thank you very 

much. 

• Thanks for being super organised Tina and sending through. 

 

Local Land Charges 

• Many thanks with your assistance in this one Sarah, your promptness in dealing with this is very 

much appreciated. 

 

Planning and Development 

• Many thanks for clarifying Alison – that’s what I thought but it’s useful to have a note on both our 

files for clarification. Appreciate your assistance. 

• Dear Alison, thank you so much for your telephone conversation, it was most helpful. 

• In January 2022 I re-submitted an application similar to that submitted previously which has been 

dealt with by Richard Green and Beth Gates.  They have both been excellent and have responded 

extremely promptly with any queries and advise.  Please pass my thanks to these two who, within 

prescribed timescales, have passed these plans, keeping us up to date, speaking in plain English 

and being pragmatic.  I have no doubt, with these two officers contributing to the planning 

department, the workload has reduced significantly and you start to receive a positive response 

from the public you serve. 

• I was on the telephone with a customer today and she has previously spoken with George Backovic 

last week. The customer told me George was very kind and understanding and really helped her 

with her questions about her planning permission. 

• Hi Joanne, Thanks for letting me know and for your hard work on this one, I know it's been a pain 

but great that we're nearing the end. 

• Hi Dan, many thanks for the attached. Appreciate your time on this application. 

• Dear Ms Donaldson, thank you for your very prompt reply. 

• Thanks for all your help on this one Dan. 

• Thanks Holly, I will let them know the outcome - thanks for your help along the way with this difficult 

project. 

• Hi Ian, just to say many thanks for your consideration & professionalism in this matter. 

• Good morning Ms Maplethorpe, thank you for your very prompt reply. 

• Hi Ian, thank you for your professionalism in what no doubt has been a difficult process. 

• Dear Emma, thank you and well done! 

• Dear Vicky, thank you for the letter confirming approval of the sample location and responding to 

this condition before the Contractors begin on Monday, it is much appreciated.   
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• Thank you so much Joanne for your time this morning and the information.  You have been 

extremely helpful. 

• Hi Russell, reading these comments gave me a shiver of pride! That is great feedback – thank you 

and well done! 

• Hi Denise, thank you so much for calling me yesterday, your advice was very helpful. 

• Hi Russell, having spent 35 years in this business and have made huge changes to West Lindsey 

and in particular being involved in the development of enterprise area at Hemswell as a family and 

advisor and Gainsborough town center you are a breath of fresh air. I was involved from the start 

at both Hemswell and also, I advised Dransfield and acquired all the property which is what you 

see now and changed the town for the better. I have never known a planner to respond so quickly 

to help improvement and business and progress. Hats off to you and well done and thank you. 

• That’s great. Thank you for the prompt turn around. 

• Hi both (Rachel and Alison) I just wanted to thank for your help in validating the application last 

week. It is greatly appreciated by the applicant and ourselves. 

• Dear Holly, Thank you very much for your reply and for the information. That is good news for us! 

I would also like to say that we appreciate the quick response time. We are new to the area, but 

everything we have had to do with West Lindsey District Council has been so easy, from council 

tax, garden and refuse and library services and everyone we have spoken to have been so helpful. 

I will put a comment on the website as it’s nice to get a thank you from time to time. So, once again 

thank you! 

• Hi Denise. Wow your eye for detail is great, I would have never picked it up, thank you! 

• You're just too good at your job! Thanks, Martin. 

• Thank you so much for your help this, sorry it needed so much intervention, blaming the Christmas 

break!! 

• I have received a lovely Email from Phil this morning complementing you on the work you have 

done on housing trajectory plan. As always with your work, this complement centres around the 

quality and integrity of the data you provide. I know I say it a lot, but the work you do is exceptional 

and it is in no small part that West Lindsey’s positive relationship with the Central Lincolnshire Local 

Plan has a lot to do with the work you are responsible for, promoting a professional and reliable 

image of the organisation to our partners. Well done and thank you! Have a great weekend. 

• Hi Denise, wow, I’ll get there eventually. Thank you for spotting my errors!! Thank you Denise, no 

it is genuinely appreciated. 

• 3 further messages of thanks were received 

• 20 x 5 Star reviews were received on customer satisfaction surveys – customers were happy with 

the fast and efficient service received, they appreciated the prompt attention and professional 

attitude of officers and commented on the good communication that had taken place. 

 

Planning Enforcement 

• Hi Laura, many thanks for the excellent service. 

 

Property Services 

• At Caistor Town Council's January meeting I was asked to pass on thanks to you for the very 

considerate and highly efficient way in which the recent upgrade works to the town's public 

conveniences were carried out and completed.  Members were especially appreciative of the way 

that any possible disruption during a busy and important time of year for the town was avoided. I 

look forward to speaking with you again soon. Meanwhile have a really enjoyable weekend. 

 

Revenues 

• I had a lady on the telephone who said I had a lovely telephone manner and I was very obliging so 

it was nice to talk to me. (Lydia) 
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• He wanted to thank Emma for sorting it all out he wasn’t expecting mum to be exempt and to get a 

refund. He wanted it to go on record as a complement as he was so thankful for the help as mum 

is really poorly and this has helped out. 

• Had 2 customers today say how efficient we are, and quick at answering calls! One of the 2 said 

we are very polite and easy to deal with whenever they call. 

• Dear Mrs. McCulloch. Many thanks for your email and for your kindness in assessing my Council 

Tax obligations as well as providing most valuable assistance. 

• I had a lady on the phone yesterday who said she was so so grateful for my help, thanked me and 

said how lovely I had been, so much so, she came out with ‘love you!!’ (Lydia) 

• Dear Chloe, Thanks again for your prompt response earlier, that was most helpful. Everybody I 

deal with at WLDC is helpful, so thank you, it is much appreciated as it's been a lot to deal with in 

terms of these affairs. 

• FAO Chloe Heanes; Chloe, thanks for your speedy reply. 

• I’ve been asked to let you know that I’ve had a customer thank me today for contacting her former 

landlord to sort a problem for her. She was very grateful and thanked me for sorting it for her, and 

taking the weight off her mind. 

• Dear Gemma, I just wanted to say thank you so much for your assistance with income this month. 

I have already received a Morrisons voucher and an emergency cash payment.  I can’t tell you how 

much your kindness helps in this horrible situation we unwittingly find ourselves in. 

• Thank you for your swift reply. There's certainly a more pleasing approach from West Lindsey than 

our previous council. Thank you for what seems a personal email as opposed to a generic computer 

one. Thank you again. 

• Thank you very much. I have to say I'm really impressed with the speed and efficiency of your 

replies, website and processes in general. Thank you very much. Kindest regards and hope you 

all have a very Happy New Year! 

• To whom it may concern, many thanks for my tax bill / benefits documents. I have recently moved 

out of my property (as you know). I would like to send my sincere thanks and appreciation to the 

team that I had dealings with. In particular a lady called Sharon. Nothing was too much trouble and 

everything was explained thoroughly. Moving house is very stressful, your services helped it be as 

seamless, supportive and as helpful as possible. Thank you again. 

 

Street Cleansing 

• Good evening Simon. During the March meeting of Caistor Town Council I was asked to pass on 

thanks to you and your team for your ongoing assistance and support, especially for the Big Spring 

Clean Up event held on Saturday, 26th February.  This was greatly appreciated by the volunteer 

group and residents. Thank you, as always, for your valued support. 

• Hi Simon. Excellent work and a huge thank you. The residents will be delighted in the immediate 

response from your team. 

• Hi Simon, a very big thank you for the prompt installation of the doggy bins it is all very much 

appreciated, thanks again. 

• Thank you so much for passing on my email. I found a letter picking hoop in my greenhouse so it 

must have been delivered yesterday. Thank you again. 

• Good evening Simon, I hope that you and yours are well. Thank you for your message, we have 

enjoyed a really good run of weather so it has been great to be out and about!  This time of year, 

always seems so full of promise with longer days and the spring flowering bulbs already coming 

into bloom. I'm writing to pass on thanks for the very prompt and efficient removal of the mattress, 

which both she and I (and I'm sure others) greatly appreciate.  The area remains a popular place 

to illicitly drop off waste articles. I look forward to speaking with you again soon. Meanwhile enjoy 

the rest of the weekend. Best wishes. 

• Whilst writing I just wanted to thank the guys who come along and pick up the blue bags whenever 

I do a larger litter pick around Holton le Moor.  I would not be able to keep the lanes into and out of 

the village tidy without their help - it is an ongoing battle and their help is so much appreciated. 



32 
 

• Customer called to pass his thanks along to the street cleansing team for clearing a fly tipped sofa 

he only reported approx half an hour ago. 

• 21 x 5 Star reviews were received on customer satisfaction surveys – customers appreciate the 

prompt action when issues are reported and the ease in which they could report issues over the 

telephone and online. Comments have also been received regarding the friendliness of staff 

working within the service. 

 

Systems Development 

• Hi, I would like a manager to pass on my thanks to Vicki Stevens. I had an awkward remortgage 

request/issue that needed resolving, which had been demanded by the lender’s solicitor. Vicki’s 

response both over the phone and email was fantastic and surpassed my most optimistic 

expectations. Vicki must be commended for her professional approach and care for me as a 

customer, as she showed the highest level of response coupled with great levels of written and 

verbal communication. Nothing seemed too much trouble for her and it was refreshing to speak to 

someone in these post Covid times. Thank you for a great customer experience.  

• Thank you for your help Gurdev and IT Team. 

• Just throwing it out there - absolutely loving the new call back system on CRM. 

• 4 x 5 Star reviews were received on customer satisfaction surveys – comments were received 

regarding the quality of the WLDC website and how easy online services were to access and use.  

 

Trees and Conservation 

• Carol, thank-you for your help. 

• Hi Carol, thanks for your dealing so efficiently with the application. 

• Hi Carol. Thank you for all your help, I really do appreciate it. 

• Good Morning Carol. Thank you, this has all been very helpful. 

• Hi Carol. That’s great, thank you very much. 

• Hi Carol, that’s brilliant thank you. 

• Hi Carol - thank you once again for all your help. 

• Hi Carol - thank you so much for your speedy response and as always all your help. 

• Hi Carol, thanks for your advice on the tree and the fungus. Much appreciated. Best regards. 

• Liz, thank you very much indeed. That is really helpful. My very best wishes. 

 

Waste Services 

• Hi Team please would you say a massive thank you to our fabulous bin men?! They are brilliant 

and we all look forward to seeing them! Helpful, always cheerful, funny and very hard working, 

they’ve been with us all the way through the pandemic and looked after us. Thanks, from Welton 

x🙂👍🏻👏🏻 

• I wanted to ask you to pass on thanks to the refuse collector and driver of the vehicle which 

collected bins from Roseway car park this morning in Gainsborough, he was extremely friendly and 

cheery, proper public service ethos and a credit to the council.  Thank you. 

• I just want to say how helpful I found two of your publications: 1. The leaflet “Right Thing, Right Bin” 

is useful because it has illustrations of what things to put in what bins. Even though I have no 

problems with reading, to have the items in pictorial form   leaves a stronger impression than a list 

of things. 2. The advisory tags left on bins are a further reminder, and I do not find them at all heavy 

handed. We cannot rely on common sense to determine what to put in what bin because, for 

example, who would think that books, cigarette packets and shredded paper should not go in the 

purple bin? And what about the metal staples that many magazines have? 

• Waste collectors in Saxilby area are brilliant very helpful. 

• The dustbin men are really good fetching my bins so I don't have to struggle to drag it out to the 

road side - GGW is worth every penny. 
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• I would just like to say thank you to the blue bin waste collection team. For up hills. Every 2 weeks 

I leave my bin at the side of the road, when he empties it he brings it back and leaves it outside my 

gate and not on the roadside. So, thank you. It’s the small things :) 

• A customer would like to pass on her appreciation to the waste crew for always being so polite 

whilst collecting the bins and helping her get the bin in and out whilst she was suffering from a 

broken arm. 

• It's a brilliant service - it reminds me to get out in my garden and the crew are just brilliant (RE 

garden waste service) 

• Hello Alison, thank you for your very helpful e-mail. Again, many thanks for your helpful advice. 

• The crew are all very very good with my assisted collection, they really do, do their best thank you. 

• I would like to say a massive thank you to the supervisor team for having to sort out my issues. My 

black bins have now been emptied which I really appreciate. 

• Customer called initially with regards to a potential missed bin, advised the truck was full so having 

to return. The customer said he did not really want to make the enquiry as he cannot praise the bin 

crew enough, he said he has been meaning to put pen to paper but asked if I could send huge 

appreciation to the waste management and the blue and black bin crew, he said through struggling 

times they have worked tirelessly and said they are cheerful workers and the service is excellent. 

He added they are the only people he tipped at Christmas. 

• Just wanted to say thank you to the manager of the dustbin men. Customer fell and injured her 

arm, so she asked her neighbour to put her bin out but no one could bring it in. So, she left a note 

on the bin and asked the bin men to bring it in, just to leave it in the gate. The bin men brought her 

bin right up to her house for her and tidied all of her bins up, she thought it was such a kind gesture. 

She says the bin men are always helping her and she really wants to make sure they're recognised. 

• The collection crew for all the waste services are a credit to the council and they do a fantastic job. 

• 65 x 5 Star reviews were received on customer satisfaction surveys – customers appreciate when 

crews turn up on time and carry out the job quietly and without leaving any mess behind. Customers 

are happy that their requests were carried out quickly and on the date expected. Comments have 

also been recorded regarding the friendliness of crews when out and about on their rounds. 

 

WLDC Council in General 

Satisfaction Survey Comments - Such nice and beyond helpful staff, from customer services, 

council tax help, planning, highways, to waste and recycling, what more could anyone ask for, 

thankyou west lindsey council. 
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Arts and Leisure 

• The customer purchased some TAC tickets. One of the tickets was being purchased on behalf of 

an elderly lady and so the customer decided to purchase ticket insurance for that ticket in case the 

lady was not feeling up to attending the show. The customer was sold the ticket insurance under 

the impression that it would be a straightforward process to claim the refund. The customer called 

again to find out how to claim the refund as the elderly lady was unable to attend. The customer 

was advised of the process and again reassured that it was very simple. When the customer came 

to claiming the refund, she found that a doctor’s note was needed and it was not a straightforward 

process. As the elderly lady didn’t attend due to age related illness rather than coming down with 

Covid/or a specific medical reason it wasn’t plausible to get a doctor’s note.  

 

Community Safety 

• The customer has noticed a lot of early presentation of waste in the 10ft behind his property and 

surrounding areas - causing a build-up of waste which will attract rats. They suggest that signs are 

put up in the 10ft to encourage people not to leave their waste there before collection day as 

nothing seems to be done about it. 

 

Growth and Regeneration 

• Customers are commenting that they want the telephone number for business rates putting on the 

page where they apply for grants as often they do not know their number and it is needed to apply 

for a grant. 

 

Planning and Development 

• Please explain to me what is the point of sending a letter regarding a planning application asking 

for comments/objections when you have no intention of replying as stated in the later reply to my 

complaint? Perhaps you should state in your letter that you are seeking comments just to show 

you are going through the motions but there will be no reply. Please explain to me the actual 

purpose of your original planning application letter. It was also very embarrassing for the applicants 

who weren’t aware I’d replied or had a potential objection so this works both ways and in some 

cases could potentially lead to confrontation and/or animosity. 

 

Property Services 

• Just had a customer call regarding a parking fine from Roseway carpark. They had a 1hour free 

ticket in the window, but because they were parked in the space for ‘florentinos’ they received a 

fine. They thought this sign should be clearer and state that it is not to be used by anyone else, as 

they said they didn’t notice the sign until afterwards when they got the ticket. They just parked up 

next to the charity shop to drop off some clothes and got a fine. 

 

Street Cleansing 

• This is a suggestion for Simon Smoothey. We had a discussion yesterday from which I understand 

that WLDC are stopping using the blue waste bags. Whilst I appreciate the financial pressures on 

the Council, this has the unfortunate effect of preventing those of us who do regular year-round 

litter picks from leaving the rubbish out with our black bins. This was convenient and reliable and 

made a big difference to the amount of litter I could clear. I appreciate that WLDC will pick up black 

bags from voluntary picks when they are passing, but this might result in leaving black bags outside 

for several days, which is hardly attractive. So, I have a constructive suggestion. I propose that we 

Appendix 2 – Comments Received 
 

Appendix 2 – Comments Received 
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introduce some 'West Lindsey Wombles' stickers which we could stick onto black bags and leave 

out to be collected with the black wheels’ bins. These needn't be expensive and could be provided 

by the WLDC team to people who ask for them. The availability of these stickers could be shared 

with those people who were getting involves in the Great British Spring Clean campaign, which I'm 

told you support. This might mean that the stickers would go to people who would use them 

appropriately rather than people who just wanted to get rid of more household waste on the sly. 

There are already a 'Lincoln Wombles' group on Facebook, I believe, but 'West Lindsey Wombles' 

sounds catchier, IMHO! 

 

• Not an enquiry, but a suggestion council can take to eliminate fly tipping. I have for over 2 years 

offered the solution to Look North on more than 2 occasions, but have had no response! I wanted 

them to get someone from the local Council into the studio, and get him to discuss the issue. My 

proposal: - As soon as you catch a fly tipper, have his vehicle crushed immediately, no question. 

Furthermore, perhaps put him on an electronic tag for 12 months. Fines of £400 are a laughing 

matter. They can earn that sort of money within 3 days. Prison imposes a further expense, so 

should not be considered. You would only have to do that a 2 or 3 times, and word would get 

around among the tippers, and the menace would stop. There are 2 Councils that have adopted 

this procedure in the West Midlands, one of them being Wolverhampton. In their case, the tipping 

stopped after only 3 examples, saving the about £300,000 a week I am told. This story was again 

repeated on the Rip Off Britain programme on Feb 4. We are all fed up with seeing the mountains 

of rubbish being dumped and the expense of the tax payers money having to be spent clearing up. 

I urge you to give this some serious consideration, and please pass this message on to all the 

Councils you may come into contact with. Otherwise we are never going to get rid of these pests. 

 

• Customer called to report some fly tipping and suggested that it would be useful for WLDC to have 

a dedicated facebook page to posting photos of fly tipping from around the area to see if people 

could recognise the waste and who dumped it to try and get people to stop fly tipping. Customer 

asked for his comments to be passed along. 

 

Systems Development 

• I logged in to reset my password as it has been over a year since I last changed it. I cannot find 

the mechanism that enables a password reset. 

 

• Customer asked for comments to be passed on - whilst trying to complete my Garden Waste 

Online -It's terrible trying to get through to you so I had to call. It kept asking for a cache and it just 

wouldn't let it reset my ID. (customer was using Chrome browser) 

 

• If it were possible to publish the complete list of items with their associated points on the website I 

am sure that would be helpful to people, and would save this sort of correspondence. (Regarding 

Bulky Collection Service). 

 

• Why is it so difficult to log out of my account with you your web site is so unfriendly!!! 

 

• Unhappy with the website - has struggled in the past to apply for GGW online and still could not 

do it this year, appeared to be an error with the system in that he could not select his house number 

and was not happy that he had to call. 

 

• Tried to subscribe online but no reset password – answer: takes 48 hours to come through – could 

do with improving. 

 

• I've registered but your website is awful and I can't find where to register for single person 

allowance or to give you my bank details. 
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Waste Services 

Comments in regards to the new recycling service: 

• Feedback regarding right thing right bin leaflet - it says "no grub" under the purple lidded bin section 

next to food packaging - strange use of language. Also, it highlights in the no thanks section of 

Black Bin "hot ashes" but cold ashes are allowed so could you have written that?  

 

• Feedback re the Waste collection calendar for 2022/2023. I was advising my elderly parent about 

when the new purple lidded bin collection was due to start and they were looking at the calendar 

whilst I was speaking to them on the phone. They were unable to distinguish between the black 

squares and the purple squares on the calendar. They are visually impaired but can usually see 

colours OK but when I saw them in person and showed them the calendar in bright light they were 

struggling to distinguish the colours. They were fine with the green and blue but the purple/black 

was an issue for them.  I'm wondering if you would consider making the purple colour brighter for 

future year's calendars as I'm sure my parent isn't the only person who struggles. Just a suggestion 

if possible which may not have been considered. Thank you. 

 

• I just felt it necessary to say that it didn't seem right to leave our new bins all clumped together and 

dumped on a neighbours parking bay in front his house at the Elms Torksey.  Everyone is elderly 

here and my husband and two neighbours had to separate them, put them together and distribute 

them. Is this usual practice? 

 

• Our blue bin was tagged on Friday 11 March but the selection on the offending item was not ticked 

so we are unable to identify what was placed in the bin incorrectly which surely is essential for 

household learning! How can we ensure we recycle correctly if not given the correct guidance on 

what was wrong in the bin. This also happened on my Mothers bin at a different address in Saxilby 

and her tag was not marked either to advise what was wrong. It would be helpful to know and 

surely is part of your campaign? 

 

• Following a blue bin being tagged would like to know why soft plastics that are labelled as 

recyclable can't be put into our blue bins.  where is the money going that is made by saving on 

recycling and the PLB collections. Something in the public spaces would motivate people to do 

more if they knew where savings that were made go to improve other services. 

 

• I feel you may be scoring something of a home goal with your recycling rules. I have recently been 

left one of your extremely environmentally unfriendly, single use plastics, wrong item notification. 

However, there was nothing in my bin that is not accepted on your "Right thing, right bin" flyer. So, 

where do we go from here? I could suggest one of two things. 1. You refuse collection technician 

should knock on my door and show me what arbitrary standard they are applying to my recycling, 

which makes it unacceptable, otherwise I will continue to attempt to recycle it, unaware of the 

problem. This will result in my recycling eventually not being taken. You will then need to send 

someone to my house to show me what you have deemed as unacceptable. 2. I stop recycling 

plastics at all and just put them in my black bin so that they get taken away. Please advise which 

route you would like to take. 

 

• Comments received regarding disappointment with the new paper and card collections and lack 

of consultation that took place. 

 

• Having received your notice this morning about a 4th wheelie bin, I have concerns due to the 

limited space to store this additional bin. What happens if I decide not to have this extra bin at my 

property? Four bins take up a considerable amount of space and i think this is unfair. I am a 

resident of Keelby. 
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• Resident advising that she has sight difficulties and on the bin calendars it is hard to differentiate 

between the black and purple and suggested pink would be a better option. She did not want a 

reply but just wanted her comment logged. 

 

• Customer called as he was unhappy with the roll out of the new purple bin after the prices of green 

garden waste and council tax have gone up. Does not think he should have to sort through his 

recycling because the council already expect too much from pensioners. Was passed through to 

LCC to discuss the purple bin but was still not happy with how West Lindsey have increased costs 

as he is on a low income due to being a pensioner. 

 

• I am 78 years old, drinks very little, don't eat take away, etc, so have little waste already. My black 

and blue bins get emptied every 6/8 weeks. Please NO purple bin. 

 

• I would like to request that you do not provide this address with a purple bin. For the small amount 

of cardboard and paper I need to dispose of I will put it in my daughters’ bin. Thank you. 

 

• Because of the layout of our gardens - minimal hardstanding, no drive, maximum planting and a 

very narrow garden gate - we have trouble with wheelie bins. At the moment, all we have is a black 

refuse bin, which is narrower than the others and will go through the garden gate.  For recycling, 

we have been sharing our neighbour's blue bin.  Unfortunately, she is now in a care home and her 

bungalow will have to be sold. We could house one wheelie bin behind part of the front hedge by 

the meters, and I had intended contacting WLDC for our own blue one, which is what we would 

like.  We do not want an extra purple-lidded one as this would require more manoeuvring for us 

oldies (we will be 74 and 87 by the time the new system comes in).  It would also be out of all 

proportion, given the small volumes of recycling we produce, and damage the hedge by shading 

it out. Could we: have a blue bin for glass, plastic and metal?  Most of our paper and card could 

be composted, the remainder going in the black bin or someone else's purple bin, if they are willing. 

•use our blue bin for both jobs?  For example, it could go out on April 18th containing paper and 

card and on May 2nd containing glass, plastic and metal.  Surely there must be a good few of us 

for whom two recycling bins is just plain overkill.  If there must be some colour code, could you not 

provide purple stickers to go on a blue lid on purple days or something to slip on the handle? 

Finally, is it WLDC's intention to collect a larger range of items for recycling at the kerbside?  Are 

there plans for yet more bins?  At this rate, we ought to be charging you for storage! 

 

• What bright spark at WLDC decided that the residents of West Lindsey needed yet another large 

refuse bin, to add to those we have already got, especially if one has a small courtyard to 

accommodate them?  It is confusing enough separating out the refuse to various bins and do you 

really think our bin men have time to look in ALL the blue bins to see if everything is in the correct 

bin?  Of course, not - they don't have the time. You know what is going to happen, don't you?  

Everybody is going to get so fed up with different bins, they will just dump everything into their 

black bin!  And then there will be an almighty old mess!  I can try and sort things out but what about 

busy people going to work, children to see to, lunch pack-ups, who don't have time for all this? Of 

course, lots of people will do the right thing - this old lady here, with very poor eyesight, tries hard 

but gets more and more confused as to what goes into where, when and how. You have to be 

realistic - there will be confusion, bin men will leave bins behind if they don’t conform to contents, 

and there's no way they can possibly inspect every single bin in their round  Please, get real and 

think again.    

 

• Re paper recycling. Given recent instructions, how is one supposed to dispose of confidential 

paper that has already been shredded? I shred all envelopes and literature with my name and 

address on, and confidential committee minutes etc., and put it in the blue bin. Your instructions 

say 'no shredded paper'. What now?? Also, where is one supposed to put yet another wheelie bin 
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if one lives in a terraced property in a conservation area in a small village? So unsightly, blocking 

pavements, parking areas etc. How is WLDC helping reduce waste by not making provision for 

recycling shredded confidential paper? How does WLDC dispose of its own confidential waste? 

Surely not by putting it in a black bin! This is a completely retrograde step - there must be a positive 

solution to this that does not lead to more landfill. Why cannot shredded paper go with the paper 

recycling?? Please explain the logic. I applaud efforts to encourage people to recycle more. I have 

been doing this for many years. But I feel the proposed system will lead to more street clutter, and 

confusion that may lead to people just not bothering. I shall look forward to discussing this with a 

member of your team in due course but please explore the shredded paper issue further. 

 

• Thank you for your response. Not what I wanted to hear, having recently invested in purpose-built 

bin storage I now have to store another bin on my property. Not happy at all. To make matters 

worse, doubtless the council tax will be hiked up to pay for it. There is no national waste recycling 

coordination. Councils nationwide all do their own thing. There is no national Bin Colour scheme 

that would help promote a unified scheme to increase recycling rates. What a waste of time and 

tax payers money. We have to place the bin at the kerb. We are expected to wash items clean at 

our expense (water use). We have to sort it for you. And we have to store a multitude of bins for 

doing so. Little if anything is promoted to encourage people to deliver waste to local recycling sites. 

This has the spin off fly tipped waste being dumped in the countryside to avoid charges. Rant over. 

 

• Regarding Purple lidded bins for Recycling. As my property is semi-detached and has a shared 

small yard we do not have enough space to have another bin at the property. We already have to 

find space for 5 bins (2 Black, 2 Blue and 1 Green). So, to add two more is just too many. So, what 

myself and neighbour would very much prefer is that we have bags instead of another bin? This is 

the most sensible alternative to a problem of having too many bins. I look forward to you being 

able to resolve this problem. 

 

• I am not happy about these new bins, especially the tags saying wrong items. My Blue bin gets 

filled every 4-6 months, so there is a good chance my blue bin will have mixed items when the new 

bins start. Then, when the new bins do start, mine will be filled and put out every 2-4 years, will my 

council tax be reduced since i will not be getting my bins emptied every 2 weeks? 

 

Comments in relation to the GGW service: 

 

• Believes the price of GGW is too much for people on a pension, it is a lot to spend all at once. 

 

• Customer is happy to pay for the garden waste service but feels it would be beneficial to have a 

collection in December as leaves are still falling and then left in the bins until March. 

 

• I therefore have to pay £78 a year (two green bins). As I am paying such an exorbitant amount, I 

do, at least expect a decent service. Your green bin service ceased on November 22nd, 2021 and 

does not recommence until March 28th, 2022. I have already accumulated over 30 large garden 

bags of rubbish and I am only part way through my winter/spring clearance program. Obviously, 

whoever draws up these rotas doesn't know when the busiest times in the garden are - or perhaps 

they do and expect a seventy four year old living on her own to transport them all single handily to 

a tip miles away from where she lives. I should like to suggest that in addition to purchasing these 

expensive purple lidded bins (which I am not entirely sure people little or no garden will have the 

storage space), you could consider spending some money from your budget for additional green 

bin clearance weeks, or even make that service free once more, as happens in North Lincolnshire 

- who, incidentally not only offer a free service but have only missed two fortnightly collections 

(over the Christmas holiday period) all year! I look forward to receiving your reply and thank you 

for taking the time to consider my points. 
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• Customer would benefit more from the GGW collection period lasting longer throughout autumn 

and winter - due to the leaf fall. 

 

• Customer wished to pass on comments that Lincoln City garden waste is the same charge as 

WLDC but they have it annually. Why don't we have it annually? Is this something that can change? 

(CS officer AS explained that we have a seasonal service that was an outcome of the consolation 

and councillors decision for the service but customer wishes to find out why it's different and how 

it's worked out financially). 

 

• Customer has had problems getting through - suggested being able to make automated telephone 

payment for GGW & also suggest set up annual dd (so opt out rather than opt in). 

 

• Trying to pay for GGW online, not very user friendly could not even get logged on. 

 

• Customer subscribes for 2 green bins however he only mainly uses then between November - 

March when the collection service is not running. This is because the green bins are mainly used 

for the leaf fall which only really happens during these months. He suggests that we extend the 

collection times between these months to be able to cover for the leaves that fall. 

 

• The customer feels like paying for the garden waste service over the phone isn’t that simple. 

Customer wanted to pass over the suggestion of setting up an automated service similar to how 

you are able to pay for council tax over the phone without having to speak to a member of customer 

services and where you are able to just input your details in and pay that way. 

 

• Customer was not happy that there is a £35 delivery fee for a green bin and felt like there should 

be an option to collect the bin from the depot. Customer has paid for the delivery fee but just asked 

me to pass her comments along. 

 

• Has moved into a property that has no green bin, even though the previous owner had one. 

Between him moving in and them moving out the green bin has gone missing. The customer does 

not think it's fair that he should have to pay for a new green bin when he had no control over the 

property at the time it went missing. 

 

• Dear Sir or Madam, I have once again received notifications for renewing my subscription for my 

green bins. I have to tell you that I find this service way out of reach in terms of fulfilling my 

requirements and for what I get in return for my subscription. 80% of my green bins are used when 

your service does not operate i.e. Nov thro Mar. This is due to leaf, fall, redundant garden growth 

and similar. I suggest you compare your service to say that of North Lincs District Council who 

operate their green bin service 12 month all year round. I find your service lacking in every respect 

for which it is designed for except the regulatory of collections. I look forward to your reply before 

renewing my subscription. Thank you. 

 

• Please can you look in to extending the green bin collection period. Leaves are dropping later and 

grass still needs cutting after the last collection. My bin has been full to the brim since the last 

collection. Many residents I have spoken to agree that there should be 1 more collection. 

 

• Good afternoon, I have a query regarding the introduction of the purple recycling bin due in April 

which I think is an excellent idea. I have a green waste bin at my property, which I'm sadly unable 

to use because my arthritis has deteriorated over the last couple of years. Would I be able to return 

the green bin to the relevant department please, which would then free up space for the new one? 
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• Customer queried whether we would be giving out information regarding what goes in what bin as 

a reminder to residents - I confirmed this was the case - customer queried more due to visitors 

from other areas - as bin collections are not national they hoped to have some information that 

they could share with visiting friends and family as it's confusing when they go to other areas, so 

hoped we'd be putting out info for our area and the new scheme as well as a reminder about what 

generally goes in what bin. 

 

• I live in a quarter house. I have a very small drying area to store my bins. I have 2 bins in there 

and to add another bin would make it impossible to move about - I'm not as mobile as I used to be 

- I don't want my bins out all the time and really not sure where this purple lid bin is going to go. 

Customer happy for a call from the dedicated PLB team and or a visit to discuss further. Customer 

suggested a purple bag which would be more ideal. I just can justify one. A box may even be 

better.  

 

• Customer lives on a park home site and has no room for the purple lidded bin as they have to 

abide by park rules with not having the bins in sight etc. Customer asked if smaller sized bins were 

available. Customer does not want a call or a visit as the customer said she will just have to take 

the bin and find space. 

 

• Customer is extremely unhappy about the purple lidded bin situation. He said he lives on his own 

and hardly fills up the bins he has now and will not use a purple one. He said he requested a call 

back last week but did not realise this would be nearer to the introduction of the bins and felt we 

have terrible service. The customer does not understand why the public wasn't consulted about 

this and feels not every resident should have one and have their council tax put towards the 

scheme. Customer would like a call and visit. 

 

• Not necessarily concerned for storage space but wanted to pass on a comment that a lot of the 

older generation, themselves included do not create a lot of paper/card waste so the full size PLB 

may not be needed - suggested the possibly of a slimmer bin or smaller container for paper/card. 

 

• I must say I find this very disappointing, whilst I understand the aim to keep the volume of waste 

disposal bins the same, this takes no account of the size of the household.  We already have 4 

bins the only ones that get much use and are ever full are the green ones which we have to pay 

for (unlike other councils).  Other councils such as north Lincolnshire offer tubs for paper etc, which 

in my view is much more manageable.  Why would a household with one or two people require 

three full size bins for recycling & non-recycling waste!  I personally think this is going to lead to 

less recycling as people will decline an additional bin & put the waste in the black general waste 

bin instead.  I thought the aim was to encourage people to recycle which this definitely isn’t doing, 

everyone I have spoken to with regards to this is complaining about having yet another bin to store 

somewhere. For dry cardboard & paper a smaller tub/bag/receptacle would be far easier to deal 

with.  I think the council needs to start considering more flexible options when looking at issues, 

rather than always going with the one size fits all approach! 

 

• New waste collection - I fully support the role out of the new paper/cardboard bin. The info provided 

is clear. I welcome the notices that may be put on mine/others bins to ensure the correct waste 

goes in the correct bin so that waste can be managed more effectively and sustainably. I know that 

there is likely to be an outcry as there was in NKDC - education and awareness is much needed. 

I'm sure many will be surprised by what cannot be recycled through LA services (despite the 

products being recyclable). It would be great if you were able to recycle more but I recognise that 

our systems require an overhaul. Looking forward to the food waste collections. 

 



41 
 

• Would like the GGW collection service to last all year round, as they produce enough garden waste 

to warrant yearlong collections. 

 

• I wish you would put the price on your card reminder and then I wouldn't have to call you. I could 

just send the cheque. (RE garden waste subscription card reminder). 

•  

• Regarding Green Garden Waste - I would like to mention that during the winter time when the 

Garden Waste stops, I would really like the garden waste to continue at least one a month during 

the winter, this might reduce the amount of garden waste fly tipped during this period.   

 

• Customer commented that she has a big garden and Lincoln Council pick up all year round and 

would like to put this forward. No response is necessary 

 

• Extra green bin collections would be desirable. 

 

• Thank you for your reply, I know that with issues in the past on the Elms (this is the nature of the 

beast). I feel it would be wrong of me to point the finger at any one home when the problem is 

estate wide. Why not put a note to all or just to the one's who don't pay for a green bin pointing out 

the problem and that black bins may be checked. 

 

• 'I think in this day and age we could pay in instalments, it could potentially help some fly tipping 

etc?' 

 

• Can I make a comment for GWS, the reference number for customers is ridiculous. It's so long it’s 

just unnecessary - why do we make this so difficult for customers and they never ever need to use 

it!  

 

• I do think that’s appalling with everything that’s going on. (not having a go at you) but nearly £40 

in a lump sum is a lot of money but I know where else to dispose of it, I don’t seem to have a 

choice. Maybe the council should look at bringing a payment plan in for those on low income or 

benefits we still need to maintain our property.   

 

• The price of the garden waste is too high and unreasonable, if it was lowered more people would 

be likely to use the service and it wouldn’t be dumped elsewhere. 

 

• Customer called as he feels the garden waste service is a 'failed service'. Customer is not happy 

that he has to pay £39 for his garden waste to be collected when he suspects his neighbours are 

putting garden waste in black bags and putting them in their black bins and getting it collected that 

way, essentially for free. Customer felt that there should be some form of checks to stop this from 

happening. 

 

• 'Having moved to this address 2 years ago from Lincoln City Council area. We were most 

disappointed with the fact that here it is not an all year-round service where it was just 3 miles 

down the road. It is extremely annoying that collections stop while leaves are still falling and the 

last of the summer plants finally die off and need removing. I agree that 2 collections a month 

through winter is a bit excessive but please keep going until end of December and then maybe 

monthly through to spring. We have lovely trees around and in future at the end of the year we will 

be left with no option other than blow them all on to the highway as you do not collect.' 

 

• 'Please consider lengthening the time green bins are collected. Leaves were still falling until end 

of December so a green bin service to match would be most helpful. Thank you.' 

 



42 
 

• The green bin service is generally excellent but our last green bin collection was on 18/11/21. 

Adjacent to my property are 3 mature cherry trees and a silver birch (green belt alongside the 

road). Approx 80-90% of the leaves fell after this collection. The street cleaning was completed 

before the last of the leaves fell, I finished clearing the road gutter. This is the second consecutive 

year that this has occurred. Global warming is accepted now and is changing the seasons slightly 

and I would suggest delaying the last collection for 2 weeks which may be balanced out by starting 

2 weeks later in the spring or have a 2-week stoppage during the summer. 

 

• I am writing on behalf of my mum regarding West Lindsey Councils end of year cut-off date for 

green waste collection. I would like to request a reduction in her council tax or an equivalent 

discount. With your last collection being in November the leaves have not finished falling which 

means that my Mum is having to make numerous trips to the tip with bags of leaves. In total she 

has had 42 large dustbin bags full since the collection stopped. For this she is having to buy bags 

and use petrol. She has a large Oak Tree and a Beech. Oak leaves are amongst the last to fall in 

late Autumn / early Winter and by this time you have already stopped collecting. The Beech tree 

is a little earlier but there is still only a percentage of these that are able to be collected before her 

last bin collection. After having to pay for extra bags and petrol for 20-mile return journeys to the 

tip we feel it is not unreasonable in requesting a reduction as she is already paying a yearly 

subscription for the collection. 

 

• The customer recently received the post card informing him he is now able to renew his garden 

waste subscription. The customer was frustrated that the card did not include how much the service 

was going to cost or any details of how he was able to pay for the service. The customer also said 

he found the term 'garden waste' incorrect and offensive as he said it is actually recyclable. He 

was overall very dissatisfied with the card. 

 

Other comments received: 

 

• I would like to make an observation for your comments please. During the recent windy weather 

our blue bin was blown away & it needed new pins to reattach to bin. I thought these could be sent 

out for me to put back in but to my amazement I had to book appointment. This appointment was 

today and unbelievably 2 men & big dustcarts turned up to reattach pins to lid which literally took 

less than a minute!!  Seems a wicked waste of council tax money when some could be sent filling 

in the potholes down Carr Road North Kelsey. These are damaging the cars of us residents who 

live down the Carrs. Any idea when these will be sorted?   

 

• Believes for some people, herself included, that having to pick up the sacks from the floor when 

they are delivered - struggles with mobility and was virtually impossible to get them from the floor 

- suggests they knock on the door and pass them through. 

 

• Customer called to inform bin lorry was holding them up at traffic lights for an extended period of 

time 10 minutes causing distress to minivan of children on route. 

 

• Believes that the minimum charge of £33 for the bulky waste collection is too expensive, as he 

only has a mattress to be collected so that would waste the remaining points. The minimum charge 

for singular items should be less as with it being at what it is, it will encourage fly-tipping. 

 

• I think it's about time that West Lindsey District Council started replacing some of the other wheelie 

bins before bringing out new bins for recycling. The old bins are falling apart as they have been 

around for years without any maintenance so are well past their useful life span.     

 

• Customer called asking to buy another black and blue bin: I explained that we're unable to provide 

another black bin as the customer already has large bin for a large household (6), but I was also 
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able to explain the introduction of the purple lidded bins in April 2022 which the customer 

commented that this will solve their issues. In the meantime, customer will continue to present side 

waste for recycling until the time comes for separating card and paper. Customer added this is well 

overdue and again that it will help solve their waste problems and thanked me for the information 

and service. 

 

 

 


