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HALEWOOD TOWN COUNCIL

A Guide on How to Make Comments, Complaints and Compliments about the Town Council. 
Gerry Allen
Town Manager



  Reviewed: December 2019.

INTRODUCTION.

Comments and Compliments

Halewood Town Council is committed to providing best value and the highest possible level of service to our customers. We would like to know what you think about us.

You can use the attached form to make a comment or a compliment about a service we provide or a particular member of staff. Alternatively you can contact us by e-mail (gerry.allen@knowsley.gov.uk), or telephone the Council offices on 0151 443 2063.

If you send a compliment we will reply and pass on your comments to the member of staff concerned.

Complaints

At Halewood Town Council we realise of course that we sometimes may get things wrong, and there may be occasions when you are unhappy with the service we provide. If, for example, you feel that:

· The council has taken too long to take action without good reason.

· The council has not followed its own policy, rules or the law

· The council has not made the decision in the correct way

· The council has given the wrong information

· The council or one of its staff has treated you unfairly or discourteously

Then please let us know. We will welcome any complaint as an opportunity to improve our services and, where possible, we will rectify the situation.   
This document tells you how to proceed in such a case.

Aims of our Process for Dealing with Complaints
The Council aims to ensure that:
a) Making a complaint is as easy as possible;

b) A complaint is taken as a clear expression of dissatisfaction with its service which calls for an immediate response;

c) A complaint is dealt with promptly, politely and, when appropriate, confidentially;

d) It responds in the right way – for example, with an explanation, and an apology where it has got things wrong, or information on any action taken etc;

e) It learns from complaints, uses them to improve its service, and regularly reviews its complaints policy and procedures.

Every effort will first be made by the Town Council Manager/Clerk or Chair to resolve complaints to the satisfaction of the complainant informally, or by providing an explanation, before resorting to the formal complaints procedure.

Unreasonable and Vexations Complaints

There will be circumstances when a complainant persists in wishing to proceed when there clearly is no reasonable basis to do so, or when the Council has already taken reasonable action in response, or where some other process, whether through the courts or some other recognised procedure, has been taken. The Council may decide that no further action can usefully be taken in response to the complaint, and inform the complainant so, making it clear that only new and substantive issues will merit a response.

Anonymous Complaints

Anonymous complaints may be dismissed at the discretion of the council. The council will take into account the type and seriousness of the allegation when making this decision.

RAISING YOUR COMPLAINT FOR THE FIRST TIME

If you are dissatisfied in any way with something the council has done, (or not done), please tell us in writing to: 
The Town Manager
Halewood Town Council

The Arncliffe Sports and Community Centre

Arncliffe Road

Halewood

Knowsley 

Merseyside

L25 9PA



Tel No: 0151 443 2063

e-mail: gerry.allen@knowsley.gov.uk

website: www.halewoodtowncouncil.gov.uk
If you do not wish to make your complaint to the Town Manager, please send it for the attention of the Chair (Mayor) of Halewood Town Council at the same address.

If you require assistance in completing the form, a member of staff will be willing to help (if this is deemed appropriate).

If you wish, a Town Councillor can make a complaint on your behalf, or follow it up for you. Any Town Councillor who is involved in the making of a complaint will not take part in the investigation or any discussions about the complaint. A list of councillors is attached to this document.

MAKING A FORMAL COMPLAINT

Stage One

To make a formal complaint, please complete the attached form to this document, and return it either the Town Manager, or the Chair (Mayor) of Halewood Town Council. An acknowledgement will be sent within 3 working days and a full response within 20 working days. If more time is required in order to produce a reply, a letter will be sent giving the reason for the delay, and a date by which time you can expect the matter to be resolved.

Stage Two

If, at the end of Stage One investigations into your complaint, you are still not satisfied with the Town Council’s response, you can ask for your complaint to be investigated further, if not by the Town Manager or Chair, then by an alternative Town Councillor (this would need to be dealt with, however, at a Town Council meeting which may cause a minor delay).

Once again, an acknowledgment will be sent within 3 working days and a full response within 20 working days. If more time is required in order to produce a reply, a letter will be sent giving the reason for the delay, and a date by which time you can expect the matter to be resolved.

Stage Three

If, at the end of Stage Two investigations into your complaint, you are still not satisfied you may ask for the complaint to be reviewed by a Committee of councillors. This would be convened via a decision at either full council or a committee empowered to make tis decision. 

This is the final stage of the Council’s complaints procedure. A meeting of this Committee will normally be convened within four weeks. A full report will be presented to this Committee, and you will be invited to attend. If you prefer, you can be accompanied by an advisor or a friend to help you put your case forward.

We will write to you to inform you of the Committee’s decision within one week of the meeting.
Complaints about Councillors
Complaints against Town Councillors should use the council’s ‘Standing Orders’ (Section 9 on page 20). Halewood Town Council Standing Orders can be viewed via the council website on http://halewoodtowncouncil.gov.uk/standing-orders/ 
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Comments, Complaints and Compliments about the Town Council
	Your name 

	

	Yours address and postcode

	

	Your telephone number

	


	This is a (please tick one box)

	Complaint
	
	Compliment
	
	Comment
	


	Please use the box below to provide details  

	


	Your signature
	

	Date
	


Please return this form to:

The Town Manager

The Arncliffe Sports and Community Centre

Arncliffe Road

Halewood

Knowsley, L25 9PA



Tel No: 0151 443 2063

Email – gerry.allen@knowsley.gov.uk

