
Corporate Complaints Policy

The Council’s purpose

“To secure the best possible services which are locally determined, at affordable prices for the benefit of he whole community”.

Our Promise

Hart District Council promises to respond to and deal with complaints in a positive, timely and courteous manner to resolve problems and conflicts effectively, and to promote effective working practices throughout the council.

Aims of Complaints Policy

To provide all of our customers with an easy to understand comprehensive method of expressing dissatisfaction with the way in which the Council provides its services.

· To offer prompt acknowledgement of complaints

· To offer prompt action and speedy resolution to problems

· To record, distribute, monitor and analyse feedback in order to examine service performance and to help improve service delivery.  

· To identify recurring problems and rectify them.

· To enable all Hart District Council Employees and Councillors to understand the importance of a speedy and effective response to complaints through a comprehensive complaints procedure.

Managing this Policy

The Leadership Team has overall responsibility for this policy and the complaints procedure.

The Corporate Support Manager will co-ordinate the development of the corporate feedback policy.  He/she will be responsible for ensuring that Heads of Service and their Senior Officers are aware of and correctly responding to the procedure through a department appointed Contact.  Feedback, both negative and positive will be reported regularly to Members and Management Team and will be published on the Intranet.

Complaints Contacts are responsible for recording, monitoring and analysing complaints received within their Service Unit.  They will also be responsible for providing the Corporate Support Manager with the necessary information from their service, for reporting purposes (see para above).

ALL Council employees and Members are responsible for the success of this policy procedure.  Appropriate training in the use of this procedure will be given.  Ultimate responsibility will lie with the Chief Executive.
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