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Introduction

Aim of the Compliments and Complaints Policy:

As part of North Norfolk District Council’s corporate plan the council recognises one of its
objectives to be ‘A Strong, Responsible and Accountable Council. To meet this objective, the
council must listen to its customers — this policy seeks to outline how the council will achieve
this through direct customer feedback.

At North Norfolk District Council (NNDC), we are committed to continually improving our
services and ensure that we put our communities and residents at the heart of everything we
do.

We try hard to get things right. We encourage our residents, businesses, visitors, community
groups and any other group or individual that uses or are affected by our services (referred in
this policy as complainants) to tell us when we do a good job or when we don’t get things right.
This is important because then we can use the good things to get better in other areas and
where things go wrong, put things right and learn from our mistakes.

This policy sets out how we handle compliments and complaints in a simple and timely way
that is open and transparent.

At North Norfolk District Council, we are committed to fostering a culture where feedback is
welcomed and used to drive positive change and improve our services.

Copies of this policy are available in alternative languages and formats upon request

Kopie niniejszej polityki sg dostepne w alternatywnych jezykach i formatach
na zadanie.

Paprasius, sios kompanijos tvarkos taisykliy galima gauti kitomis kalbomis ir
formatais.

Copii ale acestei politica sunt disponibile in limbi si formate alternativa la
cerere.

Scope

This policy is designed to cover compliments, comments and complaints received through
any channel that a customer wishes to use, with regards to council services.

It does not cover:

¢ initial requests for a service to be delivered

e complaints about other customers

e complaints about councillors

e any matter where there is an alternative statutory process or council appeals process
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Policy Statement

What is a Compliment?

A compliment is an expression of satisfaction, appreciation, or recognition for the quality of
service, actions, or decisions made by our organisation, its staff, or representatives.
Compliments serve as valuable feedback that motivates our team and reinforces our
commitment to excellence in service delivery.

How to make a Compliment.

Making a compliment is straightforward and can be done through any of the various contact
channels:

e Via our online feedback form.
¢ In person at any of our service locations.
e By telephone via our customer services team on 01263 513811.

All compliments are recorded, and a copy is sent to the relevant service manager to provide
feedback to the member of staff or service.

What is a Service Request and what is a Complaint?

A service request is ‘a request to provide or improve a service, fix a problem or reconsider a
decision’. It is not a complaint but may contain expressions of dissatisfaction. We reserve the
right to be given the opportunity to deal with a service request before a complaint is raised.

A complaint may be raised when you express dissatisfaction with the response to your service
request, even if the handling of the service request remains ongoing. We will not stop our
efforts to address your service request should you raise a complaint.

A complaint is an expression of dissatisfaction, concern, or grievance regarding the standard
of service, actions, or lack of action by our organisation, its staff, or representatives. We take
complaints seriously and view them as opportunities to address issues promptly, improve our
processes, and enhance the overall experience for our customers.

Complaints That Will Not Be Considered Under This Policy:

While we strive to address all feedback and concerns, there are certain circumstances where
complaints may not be considered under this policy:

e Complaints made outside of the 12-month timeframe from the date of the issue or
awareness of the issue unless there are exceptional circumstances because the
complaint was not brought within the time limit. Whether there are exceptional
circumstances will be determined by the Council’'s Monitoring Officer

¢ Complaints that are not related to the organisation's services, actions, or decisions.

e Complaints about Councillors. These must be brought under the separate “Complaints
about Councillors” procedure available from the Council’'s website www.north-
norfolk.gov.uk or the reception area of any Council offices.

¢ Complaints where the service complained about is provided by a contractor.

e Cases where other rights of appeal exist.

¢ Routine requests for service.

¢ Allegations of fraud.
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Furthermore, our feedback process is not designed as an appeal system to question formal
decisions of the council, which were properly taken or to challenge policy. It is to check that
everything that should have been done, has been done and that the procedures and policies
have been followed appropriately.

The individual circumstances of each complaint will be considered prior to any decision not to
investigate. If a complaint is not accepted, the individual will be provided with a suitable
explanation and the right to escalate the matter to the Ombudsman or Information Commission
as appropriate.

Abusive, persistent, or vexatious complaints:

The council has a process for dealing with complaints that fall within the Local Government
and Social Care Ombudsman's definitions of "unreasonable complainant behaviour" and
"unreasonable persistent complaints".

These are covered by our Abusive, persistent, or vexatious complaints policy.

How to make a Complaint.

Our staff can resolve most issues of dissatisfaction as part of their job, without the need for
you to make a complaint. However, there may be cases that require further investigation and
the involvement of other officers to find out what went wrong. We will deal with these as
complaints. The council will do this through a two-stage internal process.

Making a complaint is straightforward and can be done through any of the various contact
channels:

e Via our online complaints form
¢ In person at any of our service locations.
e By telephone via our customer services team on 01263 513811.

When making a complaint, customers should provide as much detail as possible, including
their contact information and the nature of the complaint.

Individuals do not have to state they wish to make a complaint or use the word “complaint” in
order for an issue to be considered as such. Additionally, complaints will be accepted from
third parties or representatives, while ensuring that the Data Protection Legislation is taken
into consideration. That representative can continue to be the point of contact for that
complaint and represent or accompany the complainant throughout the process with the
complainant’s consent.

We can assist you if you have a disability which prevents you from making your complaint in
writing and we can also help if English is not your first language. If you need any support in
completing the complaints form, please let us know.

Complaints vary widely in nature and complexity and in dealing with any complaints made in
accordance with the Complaints Procedure, we will seek to apply three basic principles:

1. To investigate a complaint as quickly and fairly as possible.

2. To provide you with a substantive response which outlines the findings of the enquiries (or
investigation where appropriate) and, wherever possible, resolves the matter to your
reasonable satisfaction.
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3. To keep the stages of the Complaints Procedure, as set out below, separate from each
other.

In our responses where applicable we will:

¢ Acknowledge when things go wrong.
¢ Apologise when appropriate.
¢ Improve procedures so similar problems do not happen again.

Stage 1

If correspondence details are provided, the Council will acknowledge complaints within five
working days and will advise the customer of the date when they can expect to receive a
response. This will be ten working days from the point that the complaint is acknowledged.
However, if a complaint can be dealt with sooner than this, the council will do so.

If the council decides more time is needed to respond to the complaint due to the complexity
of the complaint, it will inform the customer of the reason in which the extension is required
and the expected timescale for response which will be no more than an additional ten working
days without good reason.

The complaint will be forwarded to the service that the complaint is about. A senior officer
within the team who is not implicated in the complaint will conduct a full and objective
investigation, by looking over relevant documents, exploring the transaction that took place
and talking to any officers involved. If the council needs to clarify any part of the complaint, it
will do so with the complainant at acknowledgement or during investigation. Each point raised
within the complaint will be addressed in full in the response.

If a complainant raises additional complaints during the investigation and the stage one
response has not been issued these will be incorporated into the response if they are relevant.
Where the stage one response has been issued, or it would unreasonably delay the response,
the additional issues will be logged as a new complaint.

This will be signed off by the relevant Assistant Director and the customer will receive a
response in the allocated timescale. If the customer requires clarification of any part of the
response or feels the council has not addressed certain points raised within their complaint,
they should contact NNDC, and the response will be reviewed.

If a complainant wishes to raise a complaint under section 103 of the Data (Use and Access)
Act 2025 regarding concerns that the way their data is being used breaches data protection
legislation they may do so under this process. The Council will acknowledge the complaint
within 30 days and may be required to report numbers of complaints under this section to the
Information Commission.  Matters that are considered a subject access request or
dissatisfaction with a subject access request will not be dealt with under this policy.

Stage 2

If the customer is unhappy with the outcome of the stage 1 complaint, they can request it to
go to stage 2. This request should be received by the council within 1 month of the stage 1
response being sent — although consideration will be given to circumstances if this time period
is passed. The council will acknowledge any escalations to stage 2 within five working days
and advise the customer of when they can expect to receive a response.

At this point the complaint will be reviewed by the Assistant Director for the service. A full and
final Stage 2 response will be given within twenty working days.

Page 6 of 13



If the council decides more time is needed to respond to the complaint due to the complexity
of the complaint, it will inform the customer of the reason in which the extension is required
and the expected timescale for response which will be no more than an additional twenty
working days without good reason.

Remedy.
A complaint will normally have three outcomes - upheld, partially upheld, and not upheld.

A complaint is upheld when the Council confirms it was at fault in its actions or lack of actions
and that the responsibility for this lies predominantly with the Council.

A complaint is partially upheld when the Council was partially at fault in its actions, but the
actions of the complainant or a third party also contributed significantly to the situation that
resulted in the complaint.

A complaint is not upheld when the Council decides it was not at fault in its actions and acted
in accordance with policy and procedures, and in good faith.

Where a complaint investigation identifies that things have gone wrong, an appropriate remedy
will be determined. The general principle in determining a remedy is that, as far as possible,
the complainant should be put in the position they would have been in had things not gone
wrong.

The appropriate remedy will depend on the individual case. Often, an apology may be the only
necessary action. In other cases, more will be required but an apology will be given to the
complainant, especially when the complaint is upheld or partially upheld.

Other appropriate remedies include:

e an explanation of what went wrong and why.

¢ the provision, within a stated timescale of any service that was not provided,

e or was provided but not to an acceptable standard, that resulted in the original
complaint.

e clear action and steps to put things right.

In rare circumstances where it is decided, following investigation of a complaint, that a
complainant has suffered an injustice and/or hardship resulting in direct or indirect financial
loss due to the Council's actions, the investigating officer will determine whether compensation
is an appropriate remedy. This will be done by looking at all the evidence, including how much
the complainant can demonstrate what they have lost or what extra costs they have incurred
as a result of the Council's actions. The Council will follow the Local Government
Ombudsman's guidance on good practice when determining the level of any financial
compensation.

Next Steps

If you have been through all stages of our complaints procedure and are still dissatisfied, you
can ask the Local Government Ombudsman, Information Commission or Housing
Ombudsman to review your complaint. The Ombudsman’s and Information Commission
investigate complaints in a fair and independent way. It is a free service.

The Ombudsman’s expects you to have given us chance to deal with your complaint before
you contact them. If you have not heard from us within a reasonable time, it may decide to
look into your complaint anyway, this is usually up to 12 weeks.
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Contact Information

Local Government Ombudsman

Website: www.lgo.org.uk

Telephone: 0300 061 0614

Opening hours:

Monday to Friday: 10am to 4pm (except public holidays)

Information Commissioner’s Officer

Website: ico.org.uk
Telephone: 0303 123 1113

Housing Ombudsman

Website: www.housing-ombudsman.org.uk
Telephone: 0300 111 3000

Opening hours:

Monday, Tuesday, Wednesday, Friday 9am to 5pm
Thursday 9am to 3.30pm

Lines are closed for staff training every Thursday from 3.30pm to 5pm.

Live chat: Available via the ‘chat to us’ icon during the phone line opening hours.

Accessibility:

We are committed to making our complaints process accessible to all individuals. Our

organisation will:

¢ Provide multiple channels for submitting complaints.
e Ensure staff are trained and aware of the complaints process.
o Make our complaints policy readily available and accessible in clear language on our

website and at our service locations.

e Provide reasonable adjustments and support for individuals who may require

assistance to access the complaints process.

This policy sets out our commitment to handling compliments and complaints transparently,
fairly, and promptly. We encourage all stakeholders to provide feedback as it helps us improve
our services and strengthen our relationships with our community.

Performance Reporting and Service Improvement:

The organisation is committed to continuous improvement in its complaint handling processes
and service delivery. To ensure accountability and transparency, we produce an annual
complaints performance and service improvement report that undergoes scrutiny and

challenge.
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This report includes a comprehensive self-assessment against the Complaint Handling Code
to ensure alignment with its requirements. Additionally, the report provides both qualitative
and quantitative analyses of our complaint handling performance.

Any findings of non-compliance with the Code are addressed, and service improvements
resulting from complaint learnings are highlighted. We also include the annual letter from the
Ombudsman regarding our performance and any relevant reports or publications related to
our work. This report is shared through our governance arrangements facilitating transparency
and accountability to our stakeholders.

Retention periods

Corporate complaints, compliments and feedback contact details and case records are kept
for a minimum of six years.

After the six-year period corporate complaint, compliments and feedback case details will be
deleted from the system permanently.

Monitoring

This policy will be reviewed every two years against its aims. This will be done through
discussions with officers involved in customer feedback management and a number of
performance measures designed to identify the success of the policy.

In addition to this, reviews will take place at any time if recommended by the Ombudsman as
a result of an investigation.

Complaints Procedure

What is a Service Request and what is a Complaint?

A service request is ‘a request to provide or improve a service, fix a problem or reconsider a
decision’. It is not a complaint but may contain expressions of dissatisfaction. Officers should
be given the opportunity to deal with a service request before a complaint is raised.

A complaint may be raised when a complainant expresses dissatisfaction with the response
to the service request, even if the handling of the service request remains ongoing. You should
not stop your efforts to address the service request should the resident raise a complaint.

A complaint is an expression of dissatisfaction, concern, or grievance regarding the standard
of service, actions, or lack of action by our organisation, its staff, or representatives. We take
complaints seriously and view them as opportunities to address issues promptly, improve our
processes, and enhance the overall experience for our customers.

Complaints That Will Not Be Considered:
There are certain circumstances where complaints may not be considered:

¢ Complaints made outside of the 12-month timeframe from the date of the issue or
awareness of the issue unless there are exceptional circumstances why the complaint
was not brought within the time limit. Whether there are exceptional circumstances will
be determined by the Council’s Monitoring Officer

+ Complaints that are not related to the organisation's services, actions, or decisions.
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e Complaints about Councillors. These must be brought under the separate “Complaints
about Councillors” procedure available from the Council's website www.north-
norfolk.gov.uk or the reception area of any Council offices.

* Complaints where the service complained about is provided by a contractor.

e Cases where other rights of appeal exist.

+ Complaints from abusive, persistent, or vexatious complainants.

* Routine requests for service.

* Allegations of fraud.

The individual circumstances of each complaint will be considered prior to any decision not to
investigate. If a complaint is not accepted, the individual will be provided with a suitable
explanation and the right to escalate the matter to the Ombudsman or Information Commission
as appropriate.

Remedy and compensation.
A complaint will normally have three outcomes - upheld, partially upheld, and not upheld.

A complaint is upheld when the Council confirms it was at fault in its actions or lack of actions
and that the responsibility for this lies predominantly with the Council.

A complaint is partially upheld when the Council was partially at fault in its actions, but the
actions of the complainant or a third party also contributed significantly to the situation that
resulted in the complaint.

A complaint is not upheld when the Council decides it was not at fault in its actions and acted
in accordance with policy and procedures, and in good faith.

Where a complaint investigation identifies that things have gone wrong, an appropriate remedy
will be determined. The general principle in determining a remedy is that, as far as possible,
the complainant should be put in the position they would have been in had things not gone
wrong.

The appropriate remedy will depend on the individual case. Often, an apology may be the only
necessary action. In other cases, more will be required but an apology will be given to the
complainant, especially when the complaint is upheld or partially upheld.

Other appropriate remedies include:

e an explanation of what went wrong and why.

¢ the provision, within a stated timescale of any service that was not provided,

e or was provided but not to an acceptable standard, that resulted in the original
complaint.

e clear action and steps to put things right.

In rare circumstances where it is decided, following investigation of a complaint, that a
complainant has suffered an injustice and/or hardship resulting in direct or indirect financial
loss due to the Council's actions, the investigating officer will determine whether compensation
is an appropriate remedy. This will be done by looking at all the evidence, including how much
the complainant can demonstrate what they have lost or what extra costs they have incurred
as a result of the Council's actions. The Council will follow the Local Government
Ombudsman's guidance on good practice when determining the level of any financial
compensation.
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How We Will Deal with A Complaint - Stages of the Process:
Stage 1: Initial Investigation and Response

Stage 1 response will be provided by the service manager with sign off from their Assistant
Director.

Compilaints will be acknowledged and logged within 5 working days of receipt.

A full response will be provided within 10 working days of the complaint being acknowledged,
addressing all points raised in the complaint.

If more time is needed to investigate the complaint, the complainant will need to be informed
within 5 working days of the complaint being acknowledged.

All responses should also provide details of The Local Government and Social Care
Ombudsman and how to escalate the complaint to a Stage 2 should the complainant feel the
Stage 1 response is unsatisfactory.

Stage 2: Review and Final Response
Stage 2 responses will be provided by the Assistant Director with sign off from their Director.

If the complaint is not resolved to the complainant’s satisfaction at Stage 1, they can request
that it is escalated to Stage 2, our organisation’s final response.

The complainant will not be required to explain their reasons for requesting a stage 2
consideration.

Stage 2 complaints will be acknowledged within 5 working days and responded to within 20
working days of the complaint being acknowledged.

Should further time be required, the complaint needs to be informed within 10 days of the
complaint being acknowledged and they should be given the expected timescale and the
reasons for the delay.

This final response will include a clear explanation of the decision, any remedies offered, and
details of how to escalate the matter to The Local Government and Social Care Ombudsman,
Information Commission or Housing Ombudsman as appropriate, should they remain
dissatisfied.

Details for the Local Government and Social Care Ombudsman, Information
Commission and Housing Ombudsman.

The Local Government and Social Care Ombudsman

The Local Government and Social Care Ombudsman look at individual complaints about
councils, all adult social care providers (including care homes and home care agencies) and
some other organisations providing public services.

PO Box 4771

Coventry

CV4 OEH

Phone: 0300 061 0614
Website: www.lgo.org.uk
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The Information Commission

The Information Commissioner’s Office (ICO) upholds information rights in the public interest,
promoting openness by public bodies and data privacy for individuals.

Phone: 0303 123 1113

Website: www.ico.org.uk

The Housing Ombudsman

The Housing Ombudsman is an independent, impatrtial, and free service for social housing
residents.

They the final decision on disputes between residents and landlords that are registered
members of the Scheme. This includes residents and leaseholders of social landlords
(housing associations and local authorities), and voluntary members (private landlords and
letting agents).

PO Box 1484
Unit D
Preston

PR2 OET

Phone: 0300 111 3000

Website: www.housing-ombudsman.org.uk

Roles & Responsibilities
Roles and responsibilities are set out within the body of the policy and procedure.

Equality Impact Analysis
There is limited evidence to show that this policy and procedure could discriminate or unfairly
disadvantage people, given the range of mitigating actions in place.

Review Process

The policy and procedure will be reviewed regularly to ensure that it remains fit for purpose
and minor amendments are made to ensure that the policy and procedure meet with the
current process within the Council. These minor changes will be approved by the Director for
Service Delivery (Deputy Chief Executive). A full review will be carried out every five years
and the resulting amended documents approved by CLT.

Distribution & Amendment

The Policy and Procedure will be made available on the Council’s Intranet site through the
Records Centre and will be available on the website for the public to access. Amendments will
be approved by the Director for Service Delivery (Deputy Chief Executive) and full reviews will
be approved by CLT.
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