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Nottingham City Council 
Comments, Compliments and Complaints Policy 

Comments, Compliments and Complaints

Nottingham City Council wants to give you the best standard of service and values your feedback on how well we do this. If you would like to have your say about our standard of service, here is our procedure.

If you have a comment

When we receive a comment, we will contact you to thank you within three working days. Where you have made a suggestion to improve what we do, a manager will let you know within 10 working days how we will put your suggestion into practice, or explain why we can’t.

If you have a compliment

When we receive a compliment about the standard of service you experienced, we will contact you to thank you within 3 working days if you would like us to. A senior manager will notify any Council employee or service to whom the compliment refers within 5 working days. We will use your compliment to maintain or improve our standard of service.   

If you have a complaint

A complaint is a way of letting us know that you are not happy with a particular service. A complaint may be about a 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.

At any stage, if we agree with your complaint we will:

· Apologise and explain what went wrong;

· Provide the service you are entitled to receive and
· Change our process, where relevant, so that the mistake is not repeated.
When this procedure doesn’t apply 

We intend, where possible, to deal with all complaints under these procedures. The only exceptions are for statutory and legal reasons and these are listed at the end of this document.
We have four stages for dealing with complaints.

Stage 1 - Informal Resolution

We will try to resolve any concern you have about any of our services quickly and informally. If we cannot resolve your concern to your satisfaction within 2 days, we will record your concern as a formal complaint (Stage 2) if you wish us to.  If you do not wish us to treat your concern as a formal complaint, we will record it as a comment, so that we can learn from it.
Stage 2 - Formal Complaint

· We will let you know that we have registered your complaint formally within 3 working days of doing so.

· We will always ensure that a manager responsible for the service deals with your complaint.  We will tell you within 3 days the name, phone number and the position of the person who is investigating your complaint and your reference number.

· You will receive a full response within 10 working days. If this is not possible, we will send you a letter explaining why there is a delay and saying when you will receive a full response. 

Stage 3 – Review

· If you are unhappy with the outcome of your complaint, or if you feel that the delay in receiving a full response is unreasonable, you can ask us to have someone else review the case. This must be within 30 days of receiving a response at stage 2 above.  We will ask you to explain why you are not happy with the way we dealt with your complaint. 
· We will let you know we have received your request to review the complaint within three working days of receiving it, and we will give you the name and phone number of the officer who is reviewing your complaint and your reference number. 

· The officer may contact you to arrange an appointment so they can talk to you about your complaint and find out what you think we should do to put it right.  They will write a report on their findings and send this to the appropriate Head of Service, Director or Corporate Director, to make a decision.

· You will receive a full response within 25 working days of us receiving your request to review the complaint.  If we are unable to meet this, we will contact you and tell you when our investigation will be complete.

· If you remain unhappy, or if you feel that the delay in receiving a full response is unreasonable you can ask to go to the final stage of our complaint procedure. Any request should be submitted within 30 days of you receiving our response. 

· If the complaint is about a policy that cannot be changed or if the response at Stage 4 will be a reiteration of the response at Stages 1, 2 and 3, Nottingham City Council reserves the right not to escalate the complaint to Stage 4.  You will be advised of this decision within 3 working days of our receipt of your request for referral to Stage 4
Stage 4 – Referral to the Chief Executive 

· Your complaint will be referred to the Chief Executive.  The Chief Executive will then instigate a final review by an officer of the Council not previously involved in the complaint.  

· We will let you know we have received your request to review the complaint within 3 working days of receiving it, and we will give you the name and phone number of the officer who is reviewing your complaint. 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.

· You will receive a full report of our final decision within 15 working days.  If we are unable to meet this, we will contact you and tell you when our investigation will be complete.

Local Government Ombudsman

The Council’s internal Complaints procedure ends at Stage 4.  If you are still not satisfied you can contact the Local Government Ombudsman.  The Ombudsman will not look at the merits of your complaint but may investigate how the Council has dealt with it. 

You can contact the Ombudsman:


By Phone: 0300 061 0614 or 0845 602 1983. Mon-Fri 8.30am to 5pm

By Mail

Local Government Ombudsman

PO Box 4771

Coventry

CV4 0EH

E-mail: advice@lgo.org.uk

Text ‘call back’: 07624 804 299
Visit: www.lgo.org.uk
If you find it difficult to make a complaint yourself

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

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 confidential Fraud Hotline on 0115 8764243.

Unreasonable persistent complaints (vexatious complaints)

Where a complaint is deemed 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, then we may choose not to investigate. You will be informed in writing of this.

Anonymous complaints

We understand that it might be difficult for you to complain because you are worried that it could result in a poorer service to yourself or your household. Please be assured that we treat all complaints against us in strictest confidence, and that it is your right to complain. Please note that we don’t always investigate a complaint when it is made anonymously.  

Misconduct by Council employees

Any complaint relating to the misconduct of Nottingham City Council employees may be investigated using the Council's Disciplinary Procedure. If this is the case your complaint will be progressed and we will advise you that an investigation is being undertaken. 

Who can make a comment, compliment or complaint

This process is for citizens who live, work, visit or travel within the City of Nottingham and you receive one of our services (directly or through another organisation).  If you are making a comment or complaint you will not 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 comment, compliment or complaint using this procedure. You should clearly state that you are not doing so in your capacity as an employee. 
How can you make a comment, compliment or complaint

· Visit our website www.nottinghamcity.gov.uk/haveyoursay, and complete the comments, compliments and complaints form and submit.

· Contact the service you want to feed back about direct if you know their number or call the main City Council switchboard on (0115) 9155555 and ask them to put you through.  

· Speak to us in person at a Council building or office.
· Use Textphone or minicom by dialling 18001 0115 then the direct telephone number of the service you want to feed back about if you know it, or the main City Council switchboard on 9155555 and ask them to put you through.
· Write direct to the service you want to feed back about or, if you don’t know their address, write to: Have Your Say, Nottingham City Council, Loxley House, Station Street, Nottingham NG2 3NG

How we use comments, compliments and complaints to improve our standards of service    

Your complaint will be dealt with properly and our response will be clear, outlining what we have done and what we are unable to do. On a quarterly basis, Councillors and senior managers will evaluate all the comments, compliments and complaints we receive. They will recommend changes in processes or service provision where the nature and level of comments, compliments and complaints indicates that this is appropriate.

Councillors and Members of Parliament

This comment, complement and complaint procedure is intended for individual citizens to seek redress.

Councillors and MPs may bring a formal comment, compliment or complaint by acting as their constituent’s advocate.


When this procedure doesn’t apply 

We intend, where possible, to deal with all complaints under these procedures. The only exceptions are for statutory and legal reasons such as:

A complaint that has already been heard by a court or tribunal, or a complaint where the citizen or the Council has commenced legal proceedings or has taken court action


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 categories listed on the next two pages.




· Appeals against refusal of planning permission or against conditions placed on a grant of planning permission are dealt with by:
The Planning Inspectorate.  For more information visit the City Council’s Planning Appeals webpage or the Government’s Planning Portal 
By phone: 0117 372 6372
By email: enquiries@planning-inspectorate.gsi.gov.uk
By post: Room 3/05 Kite Wing, Temple Quay House, 2 The Square,
Temple Quay,  Bristol BS1 6PN
· A complaint about social care services (children and adults) 
By phone: 0115 915 0310 
By email: socialcarecomplaints@nottinghamcity.gov.uk

Online: Social Care Complaints
· A school admission or exclusion appeal. Please contact
Children’s Services Admissions and Exclusion Team
By phone: 0115 915 0763
By email: admissions.exclusions@nottinghamcity.gov.uk
Online: Education and Learning web pages
· A complaint about a school. The Local Authority is not responsible for the day to day running of schools. Therefore please contact the school’s Head Teacher or Chair of Governors. See the Complaints About Schools web pages for details of how the school complaints procedure works.
· A complaint from a City Council employee about an employment matter. Contact your manager or your HR advisor in the Casework Team External complaints about Recruitment and Selection 0115 876 3555 
· An appeal against the issue of a penalty charge notice by the parking enforcement team and the recovery process which follows. Please contact Parking Appeals Services -   
By phone:  0115 915 6655
By email: parkingappeals@ncc.gov.uk 
By post: Processing and Enforcement Services, PO Box 10169, Nottingham, NG1 9HS
Online: the Penalty Charge Notice web pages
· Dispute a fixed penalty for environmental crimes (including dog-fouling) Please contact: Processing and Enforcement Services 
By phone:  0115 876 1499
Online: Processing and Enforcement Services 
· Dispute  a penalty charge notice for Bus Lane Contravention
Contact: Processing and Enforcement Services 
By phone:  0115 876 1499
Online: Processing and Enforcement Services 
· Any appeal against the exercise of a police power: 

Online: Nottinghamshire Police complaints webpage 

· A complaint about the refusal of disabled badges for parking exemption. Please contact Blue Badge Enforcement. 
By phone:  0115 915 6655
Online: Blue Badges  
· A complaint about the independent Rent Officer. The Rent Officer is independent of the Council, and is part of the Valuation Office Agency Please see the VOA website www.voa.gov.uk  for more information on how the Rent Officer Determination works. 
By post: Local Contact details: VOA Block 5, Government Buildings, Chalfont Drive, Nottingham, NG8 3RT
By phone: 0115 980 0900
· A complaint about Anti-Social Behaviour 
By phone: 0115 9152020
By email: asbhelp@nottinghamcity.gov.uk to report any anti-social behaviour in your area
Online: Nottingham Community Protection online  
· A complaint about Nottingham City Homes
Customer Relations Team
By Phone: 0115 915 7400
E-mail: feedback@nottinghamcityhomes.org.uk
Online: Nottingham City Homes customer care
· Appeals regarding Resident Permits/Dispensation Access Permits Please Contact: Processing & Enforcement Services 
By Phone: 0115 876 14 99 (Option 4) 
By Post: Residents Parking, Processing & Enforcement Services, PO Box 10169, Nottingham, NG1 9HS 
Email: residents.permits@nottinghamcity.gov.uk
Online: Processing & Enforcement Services online
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