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SHREWSBURY TOWN COUNCIL

COMPLAINTS PROCEDURE
INTRODUCTION
Shrewsbury Town Council welcomes all feedback from customers because it helps to improve the way we do things and to learn from things that have gone wrong.

If you are unhappy with something we have done or not done you can complain.  We want to provide a good quality service.  If things go wrong we need to know so that we can put them right.

Our commitment to you

If you make a formal complaint, we will:(
· Write to you within three working days, to acknowledge your complaint, give you the name of the officer who will be investigating your complaint and a date when we will send a written response

· Write to you if we cannot respond to our complaint within the time we told you we would

· Make sure that our response is easy to read and understand

· Deal with all the issues you have raised in your complaint

· Apologise to you, if we are at fault

· Wherever possible, offer a solution to sort out the complaint, and let you know what you can do if you are still unhappy after receiving your response.

WHAT IS COVERED BY THIS PROCEDURE?
This procedure is for Corporate complaints only.

HOW TO MAKE A COMPLAINT
Complaints can be in writing or by telephone.

Write to: 
Shrewsbury Town Council



The Library
Castle Gates



Shrewsbury



SY1 2AS
Telephone:
01743 281010

A complaint may also be made via a Member of Parliament, although signed permission from the complainant is usually required.

WHAT HAPPENS NEXT
The Office Supervisor, who assesses the complaint, sends out an acknowledgement letter to the complainant and register the complaint onto the Town Council Complaints IT system handles ALL complaints initially.   It is then forwarded to the most relevant officer to deal with appropriately and in a timely manner.

	TIMELINE AND ACTIONS FOR COMPLAINTS

	Task
	Timescale
	Actions

	Complaint is received
	Day 1
	Stage 1

If written he person receiving must date stamp it and forward immediately to the Office Supervisor.

If by telephone, the administration dept will collect details of the complaint and forward the form to the responding officer.



	Acknowledgement
	Within 3 working days
	The administration department will do this and it will give the name of the responding officer and the target date for response.



	Response due
	Day 10
	Responding Officer.  This must be a full response and include the right for the complainant to go to the next stage if they are not satisfied.



	Request for extension
	Day 10
	The responding officer must make this request to the complainant in good time if a full response is not possible and give a reason for doing so and a timescale.



	Request for Review
	Day 30
	The complainant must make this request within 20 working days of the response letter and provide written grounds for doing so.



	Review
	Within 25 working days.

Can be extended to 65 working days.
	Stage 2

The Town Clerk will acknowledge the request within 5 working days and review the complaint and respond to the complainant.


The purpose of a Stage 2 Review is to consider if:

· The customer’s complaint fully understood and addressed.

· All the relevant evidence taken into account.

· The Council’s policies and procedures properly followed.

· The complaints process carried out properly and fairly.

· The conclusions reached on the basis of evidence reasonable and fair.

· Any other actions or remedies appropriate.

It is not to:

· Review Council policy.

· Deal with any new matters not part of the original complaint.

· Cover any points dealt with by a court or where an appeal against a decision lies with a court or other legal process.

At this Stage, the Town Clerk will:

· Review all requests for complaints at Stage 2.

· Consider all requests from complainants for a Review outside the 20 working day time period and decide on a case by case basis whether they may proceed.

· Ensure an acknowledgement is made to the initial request for a stage 2 complaint to the complainant within five working days, clarify the complaint and the outcome the complainant would like.  Ask the complainant to confirm they agree with this.

· When reviewing the complaint and the Stage 1 response, will consider whether one of the above considerations apply (under “purpose of a review”), will look at the processes used, the evidence, and may refer the complaint back to the service with a recommendation for action as appropriate.  This will be sent to the relevant responding officer.

· Reach agreement with the responding officer for an appropriate resolution of the complaint.

· Ensure that an appropriate resolution of the complaint is reached within the timescales.  This may involve negotiations with the relevant senior manager to reach an agreed solution.

· Is also responsible for ensuring the complainant is kept informed of progress and of the outcome of the complaint under the stage two Review process.

The time limit for completing a stage 2 review and responding to the complainant in writing should not normally exceed 25 working days.  Where the complaint involves complex issues and further time is needed to consider the complaint, the time limit can be extended to 65 working days with the agreement of the complainant.

Complaints about issues that occurred more than twelve months ago will not normally be considered unless there are exceptional circumstances.  Similarly there will be no review of a complaint that was dealt with more than twelve months ago.
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