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1. SUMMARY 

 

1.1 This report brings forward the revised draft complaints policy for approval.  
 

2. RECOMMENDATION 
 
2.1 The revised Complaints Policy be approved. 
 
3. REASONS FOR THE RECOMMENDATION 
 
3.1 The Standards Committee is responsible for overseeing the Corporate Complaints 

Policy of this Council. 
 
4. ALTERNATIVE OPTION CONSIDERED 
 
4.1 There is no alternative option because the Standards Committee is responsible for 

overseeing the Corporate Complaints Policy. 
 
5. BUDGETARY FRAMEWORK 
 
5.1 This report has no impact on the budgetary framework of the Council, however it 

should be noted that funding for training on the new policy was approved by the 
Executive on 29 September 2009. 

 
6. POLICY FRAMEWORK 
 
6.1 The new complaints policy is key to upholding the Council’s established values of 

honesty and openness and transparency, and fairness and equity. 
 
7. BACKGROUND 
 
7.1 The Council’s Complaints Policy has been under review for some time and this new 

policy, attached at Appendix 1, now comes forward following changes to the 
procedures followed by the Local Government Ombudsman. There are no 
significant changes to how the Council handles complaints, other than the 
prioritisation of complaints, which falls in line with the recommendations from the 
Local Government Ombudsman. 

 
7.2 The draft Policy has been considered by the Local Government Ombudsman, who 

cannot approve the policy, but can provide a view. They requested some revisions 
which have been included. The Policy has also been considered by the Council’s 
recognised Trades Unions and they were satisfied with it, subject to a minor 
amendment in the supporting documentation on investigating complaints regarding 
members of staff. WDC Officers were also consulted.  The Council’s Employment 
Committee have considered the policy and approved it subject to guidance notes 
being provided for Councillors on their role in complaints about the authority. 

 
7.3 The communication and training plans for the roll out of the new complaints policy 

are set out for information at Appendix 2. 


