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1.
INTRODUCTION
1.1
The complaints policy offers a procedure for obtaining valuable feedback from the local community that can be used to inform decisions in the strive for improving service quality and achieving the Corporate objectives. 

1.2
This policy should be read in conjunction with the Council’s other relevant policies, including (but not exclusively) those relating to Violence at Work, Harassment and Race Equality Scheme and Customer Care.

1.3 This complaints policy sets out the different stages a complaint is to go through, the timescales involved and who should be involved in handling the complaint.

1.4
The policy covers all complaints to Melton Borough Council.

2.
AIM

2.1
The procedure seeks to create a positive approach to complaints.  Complaints are valued as a means to continuously review and improve the services offered by the Council.

3.
OBJECTIVES
3.1
To provide an effective means for service users and their representatives to   complain if they are dissatisfied in any way with the service they receive.

3.2
To ensure complaints are dealt with in a courteous and efficient manner and are resolved without avoidable delay.

3.3
To give people denied a service an accessible and acceptable means of challenging the decision made.

3.4
To obtain information about the public’s perceptions about the Council’s services, to inform future policy and service planning.

3.5
To maintain records of complaints made so that regular reviews can be produced for internal monitoring and public accountability.

3.6
To enable customers to complain with the assistance of a representative or advocate if required.

4.
HOW WE VALUE COMPLAINTS
4.1
We welcome and encourage comments and complaints from our customers.

4.2
Complaints are of positive help to the Council.  They give us valuable feedback in continuing our bid to develop high quality services.  Also, a procedure for making complaints will help to give service users confidence that they will be given a fair hearing within set timescales.

4.3
The Head of Customer Services has the responsibility to ensure that complaints are dealt with promptly, efficiently and in a positive manner.

4.4
The benefits to our customers

A complaints policy makes it clear to customers:

· How they can complain if they want to.

· What will happen when they complain.

· What they can expect the Council to do as a result of their complaint.

· What they can do if they are not happy with Council’s decisions.

· This can give the customer a chance to get things put right if they go wrong, or try to ensure that the same mistakes are not made again.

4.5
The benefits to the Council


A complaints policy helps the Council to see where it might be going wrong and put this right.

5.
WHAT IS A COMPLAINT


5.1
A complaint, for the purpose of this policy, is defined as:


“An expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the Council or its staff affecting an individual customer or group of customers.”  

· However made.  Complaints may be made orally or in writing, in person by telephone, e-mail, fax, letter, online through Melton Online or via a Councillor.  Obstacles should not be put in the way of a potential complainant by insisting that the complaint be put in writing, or that a particular form be used.

· Standard of service.  A customer may express dissatisfaction about the standard of service received because:

a.
the Council has not achieved the standard it says it will provide, or

b.
the service has not been provided to the standard, which the customer thinks is reasonable.

· Actions.  This can mean the action of the Council as a whole, or someone employed by the Council.  It might include:

a.
the Council doing something which the customer did not want it to do 

b.
the Council carrying out its duties in an unsatisfactory way

c.
unacceptable behaviour (including rudeness, violence or aggression) from Council staff or contractors.

· Lack of action.  This might include:

a.
The Council failing to do something which it has been asked to do

b.
The Council failing to do something, which the customer thinks it should have done, even if it was not actually asked to do it.

5.2
Appeals.  The policy does not cover appeals made under the Council’s various appeals procedures.

6.
WHO CAN COMPLAIN

6.1
Anyone dissatisfied with the service, actions or lack of action from Melton Borough Council, or someone acting on their behalf and with their permission, can use the complaints procedure.

6.2
Staff may have complaints about the Council and have the same rights to complain about the actions or services of the Council as other residents or members of the public. However, complaints as an employee should be made through the grievance procedure, or other internal channels.

6.3
Anonymous complaints may be acted upon at the discretion of the Council, particularly where the welfare of vulnerable people is concerned.

7.
SUPPORT AND ADVOCACY
7.1
Many people feel daunted at the prospect of making a complaint.  They feel they do not know how to go about it, or how best to put their case.  They may fear that the Council will withhold services, or treat them less favourably if they complain.  Melton Borough Council welcomes complaints and will encourage people to seek support from friends or other representatives.  The Council will assist people in finding such support.

7.2
Assistance will be given where appropriate to people who have difficulty with written or spoken English and to disabled people.  If the person making the complaint would prefer such support to be provided by someone not connected with the Council, the Council will, if required, assist in finding such support.

8.
RIGHTS

Customers

8.1
Our customers have the right:

· To have a friend or other representative help them with their complaint.

· To confidentiality. (NB. if an investigation cannot proceed without the complainant being identified, the complainant will be given the option whether or not to continue).

· To be kept informed of the progress of their complaints.

· To receive an apology if a complaint is upheld.

· To be informed of any changes to Council policy or procedures arising from a complaint.

8.2
This complaints policy does not affect the right of an individual or organisation to approach a local Councillor, Member of Parliament or the Local Government Ombudsman for advice and assistance.  If this results in a complaint being made by or on behalf of an individual, it will be dealt with using this procedure.


Staff


8.3 
Our staff have the right:

· To be treated with respect and courtesy at all times by both customers and managers.

· To have the support of a friend, Trade Union or other representative if they are the subject of a complaint.

· To be made aware of and have the support of, the Council’s other policies and procedures.

9.
INFORMATION AND PUBLICITY


9.1
Customers
9.1.1
The complaints procedure will be publicised to the Council’s customers through leaflets and posters, the Council’s web site and in Melton Online.

9.1.2
Posters advertising the complaints procedure will be prominently displayed in the Council’s Customer Service Centre.

9.1.3
All publicity for the procedure will be presented in an easily understandable format.  We will endeavour to provide any literature, upon request, in community languages, large print or Braille.

9.2
Staff

9.2.1
The complaints policy will be explained to all Council staff as part of their induction procedure.

9.2.2
An explanation of the policy will be made available and on the Council’s intranet.

9.2.3
All staff will be made aware of the name of the Complaints Officer, who will give advice on the policy if required.

10.

HOW TO COMPLAIN
10.1
Anyone who wishes to complain may do so in person, by telephone, or in writing (by letter, fax, e-mail, or using Melton Online).  Any member of staff will be able to take/receive a complaint.  Complaints should be resolved immediately wherever possible and recorded on the Corporate Complaints system on the Citizen Relationship Management software.

10.2
Complaints that cannot be resolved immediately, will be acknowledged by letter within three working days of receipt, setting out the complaint, saying when and where it was made, who received it and who will be responsible for handling the complaint.  The letter will also state the date by which a response can be expected.

10.3
Complaints in writing can be made on the Council’s complaints form, by letter or fax or by e-mail or on Melton Online.  Written complaints should be forwarded to Customer Services who will acknowledge it, by letter, within three working days of receipt, setting out the complaint, saying when and where it was made, who received it and who will be responsible for handling the complaint.  The letter will also state the date by which a response can be expected.  (APPENDIX 1).
10.4
Complaints made through the system on Melton Online are acknowledged immediately and confirms that a response will be made within the next 10 days. The Complaints Officer will automatically receive the complaint and ensure they are dealt with, within the set timescales.

10.5
Wherever possible and appropriate, the staff are requested to elicit from the complainant the actions the complainant feels are necessary to resolve the complaint as well as the nature of the complaint. 

10.6
All complaints, however received should be recorded on the Corporate Complaints system on the Citizen Relationship Management software.  Customer services will be responsible for administering the system and ensuring all complaints are dealt with, within the set timescales.  All officers should take the responsibility to ensure Customer Services are updated with any progress of the complaint.

10.7
Any complaints reported to the Corporate Directors or Chief Executive that are considered to be of a highly sensitive nature will be dealt with accordingly and confidentially.  However, Customer Services should be notified that such a complaint has been received in order for a record to be placed on the Corporate Complaints system.  For this purpose, the only detail given to Customer Services will be ‘Confidential Complaint’ and the name of the person dealing with it.  The person dealing with the complaint should carry out any correspondence and advise Customer services upon resolution.
11.
ROLES AND RESPONSIBILITIES

11.1
The responsibilities for the resolution of complaints are set out for officers under the appropriate stage headings.  At the informal stage the receiving officer should attempt to resolve the complaint, or if this is not possible, refer the matter to an appropriate officer to action.

11.2
The Complaints Officer is responsible for the following:

· Ensuring a complaint progresses through each stage in accordance with the procedure.

· Satisfactory progress is made to ensure that every attempt is made to resolve the complaint as soon as practicable.

· That data is kept in accordance with the monitoring requirements of this procedure.

· The Complaints Officer is usually the Head of Customer Services.

· The Monitoring Officer is the Head of Legal and Administration Services.

12.
COMPLAINTS AGAINST STAFF AND ELECTED MEMBERS

12.1
If a complaint regarding staff actions or behaviour is received, then the issue will be referred to the appropriate Line Manager who will consult with the Head of Human Resources, Communications & Member Development for advice as appropriate.  This will be regarded as an outcome for this complaints procedure.  If a complaint regarding an Elected Member’s actions or behaviour is received, then this will be referred to the Monitoring Officer, who will report such matters to the Standards Committee for their consideration and action. If a complaint involves a suspected fraud or corruption issue, reference to the ‘fraud and corruption response plan’ should be made to ensure the correct procedures are followed.

13.
COMPLAINTS RELATING TO FREEDOM OF INFORMATION ACT

13.1
Any complaints received that relate to the Freedom of Information Act should be directed to the Freedom of Information Officer to administer in line with the procedures set out in this document. 

14.
COMPLAINTS RELATING TO MORE THAN ONE DEPARTMENT/OUTSIDE AGENCIES
14.1
In the event that a complaint involves more than one service, either internally or externally, the Complaints Officer will ensure:

· That one lead officer is designated to investigate the complaint.  The designated officer will be decided by the Complaints Officer based on the main focus or content of the complaint.

· That the complainant is informed of this arrangement in the acknowledgement to this complaint.

· That the requirements of this procedure are adhered to.

14.2
If an external agency (eg contractor) is required to investigate a complaint, then the Complaints Officer will ensure that this procedure applies if:

· The agency has no complaints procedure.

· The agency agrees for the complaint to be investigated in accordance with the procedure.

14.3
Should the agency have their own complaints procedure, then it is recommended that the complaint is investigated in accordance with that procedure and the element which impacts on Council services is undertaken in accordance with this procedure.

15.

MONITORING, EVALUATION AND REPORTING

15.1
The Complaints Officer will keep a record of the following events:

· Date complaint received.

· Date complaint acknowledged.

· Date complaint responded to.

· Stage of procedure when complaint resolved.

· Type of complaint according to the following categories:


1.
Staff behaviour.

2.
Decisions re policies.

3.
Normal service standards.

4.
Failure to provide a service.

· Complaint Profile according to the following categories:

1.
Ethnicity.

2.
Age.

3.
Gender.


New regulations will be incorporated on an ongoing basis.

15.2
The Complaints Officer will submit a report to the Service Managers on the above each quarter and to the Strategic Management Team and relevant Committee every six months.  The report will contain a summary of the number and type of complaints received.  The Monitoring Officer will submit a six monthly report on any mal-administration or injustice complaints from the Ombudsman. 

16.

THE THREE STAGE PROCEDURE

16.1
The complaints procedure has three stages.  These are:

Stage 1: Informal                   

This is the initial comment, suggestion or complaint about a particular issue.  At this stage any complaint is considered to be outside of the formal complaints process.  Any member of staff can and should try to resolve a Stage 1 complaint at the earliest opportunity.  It is envisaged that the vast majority of complaints will be resolved at this stage.  The Corporate Complaints system on the Citizen Relationship Management software should be updated accordingly.

Stage 2: Formal Investigation

This is the start of the formal complaints process.  It will be instigated when people are unhappy with the outcome of Stage 1.  At this stage, the Head of Service or a delegated Senior Officer will investigate the complaint.  This investigation should be completed within two weeks of receiving the complaint and the complainant advised of the outcome within a further one week.  Where appropriate repeated or more serious complaints may be referred directly to Stage 2.  The Corporate Complaints system on the Citizen Relationship Management software should be updated accordingly.

Stage 3: The Review

If a complainant remains unhappy the next stage is for the complaint to be investigated by an independent senior officer. This will normally be the Council’s Complaint’s Officer but occasionally another delegated senior officer may be required to investigate.  This investigation will normally be completed within two weeks and the complainant advised of the outcome within a further one week.  The Corporate Complaints system on the Citizen Relationship Management software should be updated accordingly.

The complainant can at any time, but in preference at the end of Stage 3, ask for the complaint to be considered by the Local Government Ombudsman.

16.2
When complaints are received they may trigger or coincide with other Council procedures, for instance the Race Equality Scheme.

17.
THE CORPORATE COMPLAINTS POLICY:  PRINCIPLES APPLYING TO THE FIRST THREE STAGES

17.1
All complaints are recorded, so that we know how many complaints we are receiving, what they are about and how they have been dealt with.

17.2
Complaints can be made in any form the complainant chooses.  This may be orally (either in person or by telephone), in writing (by letter or using the Council’s complaints form), or by e-mail or Melton Online.

17.3
Stage 1: Informal

17.3.1
The Customer Services Department will record the complaint, acknowledge it or answer it fully, verbally on the same day or in writing within three working days.  

17.3.2
If the complaint cannot be resolved immediately, the complainant will be advised that further enquiries will be carried out and a response made as soon as possible and within a maximum of ten working days.  An acknowledgement letter will be issued to confirm this.  If the complaint cannot be resolved within the ten working days of the original complaint, the complainant will be informed of the reasons in writing and the complainant will be offered the opportunity to progress to Stage 2.

17.3.3
The full response at Stage 1 will advise the complainant of their right to move to Stage 2 (formal investigation) if they are not satisfied with the outcome of the service’s initial investigations and of their right to have an advocate assist them in making a complaint.

  
17.4
Stage 2: Formal Investigation

17.4.1
The purpose of Stage 2 is to formally investigate the concern or complaint, consider the findings and make a decision about the outcome.



17.4.2
Stage 2 operates:

· When a complaint cannot be resolved at Stage 1.

· When the person complaining is not satisfied with our efforts to resolve the complaint at Stage 1.

· When the complainant wishes and the appropriate manager agrees, to start proceedings at the formal investigation stage.

· When a complaint is received via the Local Government Ombudsman

· When a complaint is received via a Member of Parliament.

· When a complaint is against an Elected Member (in which case the complaint must be investigated by the Monitoring Officer).

· When a Corporate Director judges the complaint sufficiently serious to warrant immediate investigation at Stage 2.

17.4.3
A formal complaint will always be recorded by the Complaints Officer who will assume responsibility for ensuring that the complaint:

· Is acknowledged in writing  (APPENDIX 1 or 2)


Formal complaints will be acknowledged in writing within three working days of their receipt.  The complainant will be advised of the name and telephone number of the investigating officer and provided with information explaining the formal complaints procedure.

· Is forwarded to the “investigating officer” (an appropriate manager selected by the Complaints Officer) for investigation.

· Is logged and recorded (and recording any subsequent remedy proposed by the investigating officer) and ensuring that it is progressed within set timescales.

17.4.4
Providing Information

· The Investigating officer will normally require the co-operation of staff to help resolve the complaint.  Any requested information MUST be provided to the investigating officer within five working days.

17.4.5
A Full Response

· A written reply will be provided to the complainant as soon as possible and within fifteen working days of the receipt of the complaint, giving a full response to the issues raised (and any proposed remedy) or explaining reasons for any delay.

· The Investigating Officer involved should ensure that the formal response clearly represents the outcome in an appropriate manner to reflect the Customer Care Policy and view of the service.  If appropriate, the Investigating Officer should ensure that all the relevant Heads of Service have had the opportunity to review the proposed response and agree to any proposed remedies the Investigating Officer may have made.

· If a full response in not possible within the fifteen working day deadline, the complainant should be sent a progress report within this timescale informing them of the delay, the reasons for this and an anticipated date of completion.

· The complainant will also be advised that if they are still not satisfied with the response from the service, they can request (within twenty eight days of the response being sent to them) a further review of their complaint.

17.5
Stage 3: The Review

17.5.1
The Council must receive the request for a review, within twenty-eight days of the final response to the formal complaint.

17.5.2
Acknowledging a request


The Complaints Officer will acknowledge a request in writing to review a complaint, within three working days clearly stating how the review is to be conducted. (APPENDIX 3).



17.5.3
Last Stage of the Council’s Procedure

The independent senior officer must inform the complainant that this is the last stage of the internal complaints procedure and, should they still feel dissatisfied with the outcome, remind him/her of their right to raise the matter with the Local Government Ombudsman.

17.6
Timescale for Review
· The review should be carried out and the complainant informed of the outcome within twenty-eight days of receipt of the request for a review.  If, in exceptional circumstances, it is not possible to adhere to this time scale, the complainant will be informed of the reasons and kept informed of progress, in writing, at least every ten working days.
17.7
The Local Government Ombudsman
· The Ombudsman will only consider cases in which he or she considers that the complainant has been treated unfairly (that is, some form of ‘mal-administration’) which has caused the complainant some form of injustice, such as a loss, injury or upset.  The Ombudsman will usually only consider complaints, which have been right through the Council’s complaints procedure.  The Ombudsman cannot question what the Council has done simply because the complainant does not agree with the outcome.  The Local Government Ombudsman has a leaflet called “Complaint about the Council?  How to complain to the Local Government Ombudsman.   Should the Council receive any complaints from the Local Government Ombudsman, these will then be administered and dealt with by the Chief Executive or Monitoring Officer but Customer Services will be advised to ensure the Complaints system is updated accordingly.

· All information required by the Investigating Officer should be provided within five working days.

18.
STATUTORY PROCEDURES
18.1
Melton Borough Council has no services that need to be dealt with under statutory procedures.

19.
COMPLAINT LETTERS
19.1 
All letters addressed personally to the Chief Executive or the Corporate Directors will be forwarded direct to them to take action accordingly.  Customer Services will always be informed to record the details.  (Some will still be passed to Customer Services to deal with – see APPENDIX 4).

19.2
All other correspondence will be forwarded directly to Customer Services to record and action accordingly.

20.
DOCUMENT MANAGEMENT AND REVIEW
20.1
These processes, this document and associated policy and procedure documents are coordinated and administered by the Policy, Finance and Administration Committee.  From time to time they will be reviewed and any changes published and communicated.  Any query or suggestion for change, should be directed to the Complaints Officer as follows:

Complaints Officer

Customer Services

Melton Borough Council

Nottingham Road

Melton Mowbray

Leicestershire

LE13 0UL

Telephone:         01664 502502

E-Mail address: customerservices@melton.gov.uk  

APPENDIX 1

***name***

***address***

***********

***********

Dear **name**

Thank you for bringing to our attention your concerns regarding  *** adhoc – details of complaint ****   when you telephoned/when you visited/in your letter/in your email  (select accordingly) on the ***insert date***
The matter is currently being investigated by ***insert name of officer*** and you should be contacted within the next 10 working days to update you of their progress.

Please find enclosed a copy of our Complaints Procedure that sets out our policy and ‘what you can expect from us’ and highlights the next steps to be taken if you are not satisfied with the outcome at this stage.

Yours sincerely

CUSTOMER SERVICES

01664 502502

APPENDIX 2

***name***

***address***

***********

***********

Dear **name**

We are sorry to learn that you are not satisfied with the outcome of the initial investigation of your concerns regarding  *** adhoc – details of complaint **** .

The matter is now being investigated by ***insert name of officer*** and you should be contacted within the next 15 working days to update you of their progress.  In the meantime. should you need to contact ***insert name of officer*** with any further details that may aid the investigation you can contact him/her (select accordingly) on **insert tel number**.

Please find enclosed a copy of our Complaints Procedure that sets out our policy and ‘what you can expect from us’ and highlights the next steps to be taken if you are not satisfied with the outcome at this stage.

Yours sincerely

CUSTOMER SERVICES

01664 502502
APPENDIX 3

***name***

***address***

***********

***********

Dear **name**

I acknowledge your request to review the outcome of your previous complaint regarding ***adhoc- insert details***

The matter is currently being investigated by ***insert name of officer*** and you should be updated on the progress of this within the next 28 days.

Please be advised that we are considering this complaint within the final stage of the Council’s internal complaints procedure and we hope you will be satisfied with the final outcome.  However, if you do remain dissatisfied with the outcome, you do have the right to raise the matter with the Local Government Ombudsman.  The Local Government Ombudsman has a leaflet called “Complaint about the Council?  How to complain to the Local Government Ombudsman” you can obtain a copy by telephoning their advice line 0845 602 1983 or you can download it from the Ombudsman’s website: www.lgo.org.uk.
Yours sincerely

CUSTOMER SERVICES

01664 502502
APPENDIX 4

***name***

***address***

***********

***********

Dear **name**

Thank you for bringing to my attention your concerns regarding  *** adhoc – details of complaint ****   when you telephoned/when you visited/in your letter/in your email  (select accordingly) on the ***insert date***
To ensure the matter is investigated quickly and thoroughly, I have asked for **insert name of officer** the Head of our Customer Services to carry out an investigation and he/she (select accordingly) will contact you within the next 10 working days to update you of their progress.

I trust you will find this satisfactory at this stage but if indeed you would like to discuss this matter with me personally, I will be happy to arrange a convenient time that is mutually acceptable.

I have also enclosed a copy of our Complaints procedure that sets out our policy and ‘what you can expect from us’ and highlights the next steps to be taken if you are not satisfied with the outcome at this stage.

Yours sincerely

**insert name***

Chief Executive/Corporate Director (select accordingly)

01664 502502
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