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The West Dunbartonshire context 

• About West Dunbartonshire 

• Complaints profile 
– Local  

– SPSO 

• High-level complaint areas 
– The ‘usual suspects’? 

 

https://www.west-dunbarton.gov.uk/media/4312152/west-dunbartonshire-social-and-economic-profile-2017.pdf
http://wdccmis.west-dunbarton.gov.uk/CMIS5/Document.ashx?czJKcaeAi5tUFL1DTL2UE4zNRBcoShgo=YBP4WPVXVz22Swbf+xW6ZmNLjqMxhIrjPjoVAgLzoiRdgdeiMBZthQ==&rUzwRPf+Z3zd4E7Ikn8Lyw===pwRE6AGJFLDNlh225F5QMaQWCtPHwdhUfCZ/LUQzgA2uL5jNRG4jdQ==&mCTIbCubSFfXsDGW9IXnlg===hFflUdN3100=&kCx1AnS9/pWZQ40DXFvdEw===hFflUdN3100=&uJovDxwdjMPoYv+AJvYtyA===ctNJFf55vVA=&FgPlIEJYlotS+YGoBi5olA===NHdURQburHA=&d9Qjj0ag1Pd993jsyOJqFvmyB7X0CSQK=ctNJFf55vVA=&WGewmoAfeNR9xqBux0r1Q8Za60lavYmz=ctNJFf55vVA=&WGewmoAfeNQ16B2MHuCpMRKZMwaG1PaO=ctNJFf55vVA=


The case for change 

• Strategic Improvement Framework 

• Be the Best 

• Code of Good Governance 

• Telephone Survey 

 



Our approach to learning 

• Customer Experience critical 

• Reviewing the data 

– Raw complaints information 

– What does it tell us 

• Identification of key topics 

– Link with services on responses / action taken 

– Suggested improvement actions 



Early findings 

• Clear trends emerging 

• Key improvement areas emerging 

• Working on universal actions 

• Linked to OD & Change for training issues 

 



Next Steps 

• Tracking trends 

• Geographical analysis 

• Enhancements to complaint recording 

 



 

Amanda Coulthard 

Amanda.coulthard@west-dunbarton.gov.uk 

 

www.west-dunbarton.gov.uk 

 

mailto:Amanda.coulthard@west-dunbarton.gov.uk
mailto:Amanda.coulthard@west-dunbarton.gov.uk
mailto:Amanda.coulthard@west-dunbarton.gov.uk
http://www.west-dunbarton.gov.uk/
http://www.west-dunbarton.gov.uk/
http://www.west-dunbarton.gov.uk/

