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Bolton Council - Our Complaints Procedure

1. Introduction

Bolton Council aims to provide the best possible service to the people and organisations that make up the community of Bolton. To help us deliver this aim we would like you to tell us what you think of our services.

If you have been in contact with the Council but you feel your particular query has not been given proper attention, or had been mishandled, then please let

us know. We acknowledge that it will not be possible to satisfy everybody but your complaint will be dealt with properly and our response will be helpful, positive and efficient.
This procedure outlines the aims of the Council in dealing with complaints and sets out what you as the customer can expect when making a complaint to us.
2. Our definition of a complaint

A complaint is a way of letting the Council know that you are not happy with a particular service. A complaint may be about delay, lack of response, discourtesy or about the standard of service you have received. So, please let us know if:

· you think we have done something wrong

· we have not done something that we said we would do 

· you are not satisfied with a particular service or set of services that we provide

For legal reasons Social Care complaints are investigated differently. Please contact the Social Care Customer Relations Team on (01204) 337288 if your complaint is about a social care issue. 

3. Who can complain?

If you live, work or travel within the borough of Bolton, and are seeking or receiving a Council service, whether the service is delivered by us directly or by a partner organisation or contractor to the Council, you can complain to us.  Your complaint will be dealt with confidentially and nobody making a complaint will be treated unfairly as a result. 

 If you work for the Council, but are also a local resident or service user you may also make a complaint using this procedure, although you should clearly spell out that you are not complaining in your capacity as an officer. 

4. How can you complain?

· By using our website www.bolton.gov.uk, click on ‘Do it online’, complete the comments, compliments and complaints form and submit

· By contacting the dedicated Customer Relations line on (01204) 338021

· An Access Bolton Minicom service is also available. Call us on (01204) 331926

· By completing the form on this leaflet, detaching it and returning it to the Freepost address as indicated

· In person at a Council building or office

· By emailing the Council at bolton@bolton.gov.uk

All complaints are dealt with in the strictest of confidence and any information on our files fully complies with the Data Protection Act.
5. Anonymous Complaints

We understand that it might be difficult for you to complain because you are worried that your complaint could result in a poorer service to yourself or your household. Please be assured that we treat all complaints against the Council in strictest confidence, and that it is your right to complain.

If you do not provide us with a contact name or address we will still investigate your complaint but it will not be possible for us to get back to you with the outcome of the investigation.

6. If you find it difficult to complain yourself

You may wish to ask someone to help you in making a complaint. This could be a friend, relative, someone you trust or a voluntary agency, however in these cases you must supply written consent to this person or organisation having access to your personal information.

7. How we aim to deal with your complaint    

Your complaint will be dealt with properly and our response will be helpful, positive and efficient.  We monitor all complaints that we receive so that we can learn from them and improve our services as a result of the feedback you give us. 
We recognise and value all of the people who live, work and travel through our borough. Our goal is to break down barriers to complaining and to make sure everyone can use the complaints process. If you have had problems complaining, or you feel you have been discriminated against because of your race, religion, gender or disability, please contact Access Bolton on 01204 338021.

8. Meeting your rights as a service user

 You have a right to:

· have your views heard;

· receive a good-quality service;

· expect prompt action when our performance is below standard.

Our complaints procedure:

· is advertised, easy to access and available in formats that meet your needs; 

· advises you as a service user of the standard of service you should expect,  including a time limit for replying to your complaint and details regarding your right of appeal;

· applies both to services that we provide directly and indirectly, for example where the service is provided through an outside contractor;
· is monitored to ensure we meet our standards;

· is regularly reviewed and used to drive continuous service improvement.      

9. The Complaints Procedure

The Complaints Procedure is a three-stage process.

Stage 1 - Informal 

We will try to resolve any concern you have about any of our services quickly and informally, without you having to make a formal complaint.  If we cannot resolve your concern on the day you contact us and if you wish it at any stage, we will record your concern as a formal complaint (Stage 2).  

Stage 2 - Formal Complaint

Your complaint will be acknowledged within 5 working days of receipt. This acknowledgement will provide contact details of the officer dealing with your complaint and the time scale for replying to your complaint. If the officer is unable to reply within 14 calendar days, i.e. because the complaint is very complex, we will let you know the progress we have made in the investigation of your complaint and when you can expect to receive a final response. Complaints made by email to our advertised email addresses or via our web site will be acknowledged within one working day. The complaint will then be investigated and responded to within 14 calendar days by email unless you request otherwise. 

Stage 3 – Appeal

If you are unhappy with the response that you have been provided with under Stage 2 of the procedure, you may ask the Chief Executive to review how your complaint was handled within 28 days. 

The Chief Executive will refer your appeal to one of the Council’s Departmental Monitoring Officers who will review your complaint on his behalf. Before you make contact, it would be helpful if you could be clear about what parts of your complaint you feel have not been dealt with satisfactorily and say what you would like to happen.

In very rare cases, the Monitoring Officers may feel it necessary to refer the complaint to an independent investigator (outside the Council) or to a complaints panel made up of appropriate Members and Officers of the Council.

10. How we will manage your complaint

Departmental Customer Relations Teams are responsible for ensuring that all complaints received by the Council are managed in accordance with this policy. They will monitor and analyse the department’s complaints and recommend changes in processes or service provision where the number of complaints indicates that this is appropriate.

11. Unreasonable persistent complaints (vexatious complaints)

Where the Director of the Service concerned considers a complaint to be deliberately repetitious or vexatious, we may, at any stage of the Complaints Procedure, review a complaint and give a decision without a formal investigation. You will be informed in writing of this.

Again, if a complaint is substantially the same complaint as has been made by the same complainant within the previous six months, the Council may choose not to investigate. You will be informed in writing of this.

12.  Misconduct by Council staff

Any complaint relating to the misconduct of staff may be investigated using the Council's Staff Disciplinary Procedure. If this is the case your complaint will be progressed and we will advise you that an investigation is being undertaken. 
13.
Help us to help you

After we have completed the investigation into your complaint, we may write to you and ask that you complete a Feedback form to comment on how we handled your complaint. These satisfaction forms will be used to monitor how we are performing.

In order to help us further improve our services the Customer Relations Team will also record information about you as the complainant such as your:

· gender, disability status and ethnicity 

· subject of your complaint

· action taken (with dates)

· name(s) of officer(s) dealing with the case.

All personal information you provide will be treated as confidential in accordance with the Data Protection Act 1988.

14. What else you can do

If you are unhappy with the outcome or way in which the Council has investigated your complaint and your complaint was regarding the Council’s response to a request for information - you can, under the Freedom of Information Act, Environmental Information Regulations or Data Protection Act, refer your complaint to the Information Commissioner, who will investigate the matter on your behalf.  

The Information Commissioner is an independent body, whose purpose is to provide an impartial investigation and resolution of complaints against public bodies, including Bolton Council, regarding requests for information.

The address of the Information Commissioner is: 

The Office of the Information Commissioner

Wycliffe House,

Water Lane,

Wilmslow, Cheshire SK9 5AF

Tel: 01625 545700

Fax: 01625 524510

www.informationcommissioner.gov.uk

If your complaint is regarding any other matter you may ask the Local Government Ombudsman to investigate the matter on your behalf. 

The Local Government Ombudsman is an independent body, whose purpose is to provide impartial and prompt investigation and resolution of complaints of injustice through maladministration by Local Authorities.

Note:  The Ombudsman and Information Commissioner are unlikely to investigate your complaint unless it has previously been investigated by a Chief Officer (an assistant director or higher), or if you have an appeal route via another mechanism.
Contact details for the Ombudsman are:

Local Government Ombudsman

PO Box 4771

Coventry

CV4 0EH

Tel: 0300 061 0614 or 0845 602 1983

Email: advice@lgo.org.uk

Fax: 024 7682 0001

Text: ‘call back’ to 0762 480 4299
15. Special Cases

We intend, where possible, that all complaints will be dealt with under the procedures outlined above. The only exceptions relate to some statutory and legal limitations such as: 
· a Town and Country Planning appeal 

· a complaint where the customer or the Council has commenced legal proceedings or has taken court action, but not cases where a customer has simply threatened to start legal proceedings against the Council

· a complaint that has already been heard by a court or tribunal, including the Revenue Services Review Board appeal mechanism

· a complaint about social care provision (children and adults) covered by statutory procedures (i.e. Section 7, Local Authority Social Services Act 1970) including services provided under the Children Act 1989 and the Health and Social Care (Community Health Standards) Act 2003.  
· a school admission or exclusion appeal

· a staff complaint about a personnel matter, including appointments, dismissals, pay, pensions and discipline (but not from staff as service users)

· a complaint about the issue of a penalty charge notice by the parking enforcement team (except administrative issues) and the recovery process thereafter

· a complaint about the independent Rent Officer Service

· a complaint about the refusal of disabled badges for parking exemption
These exceptions have specific procedures governing complaints and appeals. We will let you know what the correct process is if your complaint falls into one of the above categories.

16. Complaints by Councillors and Members of Parliament

This Complaints Procedure is intended for individual citizens to seek redress.

Councilors and MPs may bring a formal complaint by acting as their constituent’s advocate.

17. Reporting allegation of Fraud or ‘whistle-blowing’

If you suspect that either a member of staff or a service user/member of the public is committing any kind of fraud against the Council please call our free and confidential Fraud Hotline on 0800 9178179. 
18. Other useful contacts

Bolton Citizens Advice Bureau

Main office

26-28 Mawdsley Street

Bolton

BL1 1LF

Phone: 0844 826 9707 

One Stop Shop

Farnworth Town Hall

Bolton

BL4 7PD – drop in only 

Web: www.adviceguide.org.uk

The Citizens Advise Bureau provides people with advice and information on welfare benefits, housing, immigration and money management.

Care Quality Commission


St Nicholas Building
St Nicholas Street
Newcastle upon Tyne
NE1 1NB 
Tel: 03000 616161

E-mail: enquiries@cqc.org.uk
The Care Quality Commission has responsibility for inspecting a range of care provision including care homes, domicilary care, adoption & fostering agencies and will investigate complaints about the providers of those services. 

National Parking Adjudication Service
6th Floor

Barlow House

Minshull Street

Manchester

M1 3DZ

Phone: 0161 242 5252

Email: npas@parking-appeals.gov.uk

Web: www.parking-appeals.gov.uk 

The National Parking Adjudication Service gives motorists an opportunity to challenge a decision by the council that they are liable to pay a parking penalty. It is an independent tribunal where impartial lawyers consider appeals by motorists and vehicle owners whose vehicles have been issued with Penalty Charge Notices, or have been removed or clamped by the Council. 
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