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We want to hear from you…… 

         Like what we do? 

   Don’t like what we do? 

           Think we could do better? 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

o 

 

 

 

 

 

 

 

 

 

 

 

We have created a process that allows our customers to comment, 
compliment or complain about the service they have received. This 
helps us understand the needs and expectations of our customers, 
and anticipate their future requirements. 

We are committed to listening and responding to any issues that 
our customers have, and we actively seek opportunities to improve 
our performance. 

We welcome feedback about our services, and we want to learn 
from any mistakes we have made. 

We also invite our customers to tell us when we get things right.  
This is important to help us identify areas of good practice and to 
understand the services that our customers really value. 

We put people first and that’s why we take your feedback and 
comments very seriously. It helps us improve customer satisfaction 
and enhance our key services. 

We are committed to providing high quality services to our 
customers’, but we want to do better, which is why we want to hear 
from you. 

If you are unsure who you need to speak to or send your enquiry 
to, please call our main telephone number 01296 585858. 
 
 

Andrew Grant 
Chief Executive 
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Aylesbury Vale District Council’s Complaints Policy 
 
Our definition of a complaint 
 
“An expression of dissatisfaction with the quality of a service provided by the council”. 
 
Our objectives 
 
A consistent process 
We want to give our service users a fair, consistent and structured process to get a 
remedy for failures in the delivery of our services. 
 
A positive process 
We will use the outcome of complaints and any remedial action as a positive method 
of monitoring performance, learning from any mistakes we have made, and 
improving the services we provide. 
 
A process to be proud of which provides the best possible service 
We aim to:- 
▪ understand the needs of customer, current and future 
▪ continually improve the service we provide 
▪ encourage best practice by our staff 
▪ operate within the statutory, regulatory and legal framework 
 
A process that values diversity 
We recognise and value all of the people who live in Aylesbury Vale.  Our objective is 
to breakdown barriers to making a complaint, to make sure the system is accessible 
and easily understood by everyone. 
 
Local Government Ombudsman (LGO) 
Complaints received from the local government ombudsman are important to us, as 
they will aid the customer and the council to resolve any issues in a constructive and 
methodical manner. 
 
Where service failures are identified by the LGO, it is our objective to ensure that we 
learn and resolve any mistakes we have made as quickly as possible. 
 
Our aims 
 
Our service users have a right to: 
▪ have their views heard 
▪ receive a service that meets their needs and expectations 
▪ expect that we respond and react quickly to service failures, and put in place 

the necessary actions to prevent them happening again 
 
Our staff will be: 
▪ efficient and sensitive to the needs of the customer 
▪ accessible and clearly identified 
▪ polite and professional at all times 
▪ proactive - be aware of the current needs of our customers, and strive to 

understand their requirements for the future 
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Our procedure will: 
▪ be easy to access and widely advertised 
▪ advise our customers of the standard of service they should expect, a time 

limit for replying to their complaint and any right of appeal 
▪ provide a code of practice for handling complaints 
▪ ensure we monitor complaints 
▪ provide the platform to learn from any mistakes we have made, and to put in 

place the short and long term measures to put things right 
 
Principles of the complaints policy 
 
Service liaison officer 
 
One officer within each department or service has been designated as the co-
ordinator for handling complaints.  This person is known as a service liaison officer 
(SLO). 
 
The SLO will monitor the progress of a complaint to ensure the complainant receives 
a reply within the appropriate time limit. 
 
The SLO will regularly update their manager(s) and the customer services liaison 
officer on complaints they have received. 
 
Time limit for making complaints 
 
Complaints must be made within a reasonable time. Although all the circumstances 
of the case will taken into account, including the reason for the delay, complaints 
must be made within three months from the date on which there was sufficient 
information in the opinion of the council to do so. In any event complaints must be 
made no later than 12 months from the act, decision etc. complained of. 
 
Responding to a complaint 
 
The complaints policy is based on a two-stage process. . However, the council 
reserves the right to adopt a one stage response in appropriate cases. Examples 
include cases where there has already been a long period of correspondence or the 
nature of the complaint is such that an internal review of the complaint would be 
disproportionate or unlikely to affect the outcome. 
 
Stage 1 – Service department complaints 
 
A system for handling complaints at the point of service delivery. 
 
Anyone in the council can receive a complaint, and in a variety of ways – in person, 
by telephone, letter, fax, email or from our website. The officer receiving the 
complaint will respond to the complaint if they are able.  If they are not able to deal 
with the enquiry, they will pass it to an officer who can, SLO or appropriate 
department. 
 
The officer responsible for investigating and responding to a complaint, will do so 
within the council’s aim of 15 working days from the day on which the complaint was 
received (five days to acknowledge / a further ten working days to respond).  If it is 
thought that the complaint will take longer to investigate, the officer will advise the 
customer, and keep them up to date with progress. 
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The officer dealing with the complaint, will ensure that the SLO is informed of the 
enquiry that has been received, and that the complaint and response details are sent 
to them for reporting purposes. 
 
Stage 2 – Service department reviews/follow-up 
 
The next stage of the process is where the appropriate service manager, head of 
service or director reviews the outcome of a stage 1 complaint, should the customer 
be unhappy with the response from the Service responsible. 
 
The service manager, head of service or director will investigate and respond to the 
complaint in-line with the timescales (15 working days from the day on which the 
complaint was received) and procedure detailed under stage 1. 
 
The service manager, head of service or director will keep the SLO informed of the 
entire process and will copy the complaint and response details to them. 
 
Complaints from councillors and members of parliament 
 
The complaints policy is intended for individual citizens to seek redress.  Councillors 
and MP’s may bring a formal complaint by acting as their constituent’s advocate. 
 
What isn’t a complaint 
 
The exceptions are as detailed below:- 

• A request for service delivery or requests for information. 
• Reporting service faults and defects for appropriate remedial action. 
• enquiries received due to events that are unplanned and unforeseen 

i.e. strike action, severe weather conditions (snow). 
• Disagreement with a council policy, or a rule of law that the council is 

applying when delivering a service.  These types of enquiries should 
be responded to as a comment. 

• Legal disputes which in the opinion of the council, it is not appropriate 
to be dealt with in accordance with the complaints policy. 

• Matters which have a right of appeal or review etc. either within the 
council or to an independent tribunal.  This includes, for example, 
planning appeals, housing benefit appeals, decisions on housing 
allocations and information requests.  In these circumstances it is still 
appropriate to notify the customer of their right of an appeal or review 
etc., but this does not need to be recorded as a complaint unless the 
customer reports that there was a fault in our actions which cannot be 
dealt with by an appeal or review process. 

• Matters which are the responsibility of another body, e.g. Bucks 
County Council.  However, for these types of enquiries, try to provide 
the customer with the correct contact details or transfer them to the 
correct organisation or service, if the enquiry has been made by the 
customer by telephone. 

• A request for unpublished information from our files and records.  This 
covers: 
o personal information about the enquirer him/herself (not about 

anyone else) under the Data Protection Act 1998. 
o environmental information under the Environmental Information 

Regulations 2004. 
o Other official information under the Freedom of Information Act 

2000. 
• a follow-up question relating to a request for unpublished information. 
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Confidentiality 
 
Any complaint will be dealt within in accordance with the requirements of the Data 
Protection Act, the Freedom of Information Act, Environmental Information Requests 
and the Council’s other legal obligations. 
 
Remedies 
 
Where a complaint is found to be justified, it must be remedied quickly and 
appropriately.  The officer dealing with the complaint will where appropriate, ask the 
customer what they think should be done about their complaint – and do this if it is 
reasonable. 
 
The remedy needs to be appropriate to any injustice, and should as far as possible, 
put the complainant back in the position he or she would have been in, but for the 
fault that has occurred. 
 
The officer assigned shall always consider action to prevent a recurrence, or to 
prevent a similar problem occurring in a different area.  It is critical that we seek to 
learn from a complaint, as this is an important part of the process of continuous 
improvement in how we deliver the service. 
 
Guidance on complaint handling for staff 
 
The council’s customer service liaison officer will provide and update, the corporate 
procedure notes, staff guidance notes and associated flow charts.  These will be held 
on the council’s intranet. 


