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AMBLE TOWN COUNCIL COMPLAINTS PROCEDURE
“I’m not happy about this”
· a guide to making complaints about our services.

Commitment to quality.

A message from the Chairperson:

“Amble Town Council is committed to providing high quality services to its customers- but in any organisation things sometimes go wrong. Where people contact us to say we have not provided a satisfactory service, we treat this as a complaint and take it very seriously.”

How can I make a complaint?

If you are dissatisfied with a service or the way you have been treated you can complain by:-

1. Telephoning or writing to the Town Clerk.

2. Visiting the Town Council Office

3. Contacting a Councillor (a list of Councillor’s names, addresses, wards and telephone numbers is available at the Council Office or on the website- www.amble.gov.uk
Complaints Procedure.

What is a Complaint?

The complaints procedure does not cover initial reports to the Council about problems or defects (such as footpath lights not working) but if you are not satisfied with the response you can use the Complaints procedure.
Neither is it an appeals system against Council decisions which were properly taken, or as a means of arbitration. It exists to check that everything is done properly and that correct procedures and policies were followed.

A complaint is an expression of dissatisfaction about the standard of service provided by the Council or its staff. The following procedure is intended to cover those situations which are not simply requests for services but where things have gone wrong. It does not normally apply where a complaint could be pursued through the Courts or there is a formal right of appeal.

Who can make a Complaint?

A Complaint can be made by anyone, either in person or on behalf of someone who is unable to make the complaint themselves. A friend or relative can act on your behalf if you so wish.
First talk to the Town Clerk to see if he can deal with your complaint directly. If you do not feel the response is satisfactory, complaints can be made by telephone, in writing or by visiting the Town Council Office. A complaint can also be pursued on your behalf by a Town Councillor. The name and address of your Councillor can be obtained from the Town Council Office. With more complex cases, complaints are best put in writing and assistance to do this is available, if you should need it, by asking the Town Clerk for help.
The Council will not generally deal with anonymous complaints, but you can be assured of confidentiality where this is appropriate or requested. The Council can also direct you to the Ombudsman if it is felt that you and the Council will achieve nothing by dealing with your complaint through the Council’s Complaints Procedure, for example:

· If the Council believes a planning permission has been properly given and the complainant objects to the development, or

· The Council cannot provide the remedy you seek,or

· It is clear the Council is not going to change its view

Your Complaint.

Will be investigated and dealt with as quickly as possible. In it, you should tell us:

· What, in your opinion, we did wrong or did not do

· How you were affected by this  

· What you feel we should do about it.

How quickly will the Council respond?

All complaints received in writing are responded to in writing. Such a complaint will be acknowledged in writing within 10 working days of receipt. An investigation will then be undertaken by the relevant committee or the full Council as appropriate and the results reported to you in writing within 20 working days. If the investigation proves to be unusually lengthy then you will be told of the need to extend the investigation period, the reasons why and given a revised time when you can expect a reply.

Still not happy?

If you remain dissatisfied you can ask for the complaint to be reviewed by the Council’s Standards Committee. At this stage you need to tell us why you feel such a review is necessary and what you expect to happen as a result of it. The Standards Committee will then meet as soon as practicable after you contact them with your complaint.

Taking it further.

The Standards Committee is the last stage in the Council’s Complaints Procedure. In certain circumstances the Local Government Ombudsman may investigate your complaint, although usually the Council must be given an opportunity to put things right first. You are not required to exhaust the Council’s Complaints Procedure before referring the matter to the Ombudsman, which you can do at any time. However the Ombudsman will usually expect you to have notified the Council about your complaint in writing before doing so and allow time for the Council to respond, unless the Ombudsman decides otherwise. A free booklet called Complaint about the Council? How to Complain to the Local Government Ombudsman explaining the Local Government Ombudsman service is available from any District Council Office or on the website at www.lgo.org.uk
The Local Government Ombudsman is an independent person who investigates allegations of maladministration causing injustice to the person who has complained. The Ombudsman investigates complaints about most Council matters including Housing, Planning, Education, Social Services and Council Tax.

If you have any enquiry about the Local Government Ombudsman’s service you can telephone their Advice line on 0845 602 1983

For further information about the Complaints Procedure please contact:
The Town Clerk,

Amble Town Council Office,

The Quayside, 

Amble, 

Morpeth, 

Northumberland. 

NE65 0AP
