WITNEY

TOWN COUNCIL

Complaints Policy
1. Purpose

This Complaints Policy sets out how members of the public may raise concerns about
the services, actions, or decisions of Witney Town Council.

The Council is committed to ensuring that all complaints are handled fairly,
transparently, and promptly, and that any learning from complaints contributes to
continuous improvement of services.

2. Scope

This policy applies to all residents, businesses, and stakeholders wishing to complain
about matters of maladministration, which is if the Town Council does something the
wrong way, fails to do something it should do or does something it should not do.
Some examples include:

e The standard or quality of services delivered by the Council

e Actions or lack of actions by the Council

« Decisions taken by the Council

e Council policies or procedures considered unfair or ineffective

This policy does not cover:

« Complaints where the there is a legal remedy or where legal proceedings already
exist.

« Complaints about third parties that do not relate to action or lack of action by the
Town Council or its staff

e about the conduct of individual Councillors (these must be referred to the
Monitoring Officer at the District Council)

e Complaints about individual members of staff that amount to personnel or
disciplinary matters—these are dealt with under internal HR procedures

3. Policy Statement

Witney Town Council is committed to providing high-quality services. The Council
welcomes complaints as an opportunity to:

o Correct mistakes where they have occurred
« Prevent similar issues from happening again
o Identify patterns and areas where services can be improved

All complaints will be dealt with positively, courteously, and without unnecessary
barriers to communication.



4. Definition of a Complaint

A complaint is any expression of dissatisfaction about:

e The quality of a service

e A failure to provide a service

e The way a service has been delivered

e A decision, policy, or procedure of the Council
e An action or lack of action by the Council

Complaint Management Responsibilities

The Town Clerk/CEO is the Council’s designated Complaints Officer; this function is
delegated to the Deputy Town Clerk. Their responsibilities include:

« Managing the day-to-day operation of the complaint’s procedure

e Acting as a reference point for staff handling informal complaints

« Undertaking or overseeing investigations at Stage One

e Maintaining a register of all complaints received, actions taken, outcomes, and
resolution times

« ldentifying service improvements and staff training needs arising from complaints

« Referring repeated service issues to Departmental managers for consideration of
accountability under staffing procedures

5. Categories and Stages of the Procedure

5.1 Everyday Enquiries, Problems, and Comments

Routine queries or minor issues received during daily operations will be handled by
the relevant officer or service manager.

If a person remains dissatisfied with the outcome, the matter will be treated as a
complaint.

5.2 Informal Complaints

Informal complaints are minor concerns raised with the Council during normal
business. Officers will make every effort to resolve these immediately by:

« Providing information
e Taking corrective action
« Offering an explanation

These will be investigated and dealt with by the appropriate Departmental Manager.
If unresolved, the complainant may escalate to Stage One.



5.3 Formal Complaint — Stage One

A formal complaint may be submitted directly or following an unresolved informal
complaint. Stage One complaints will be investigated by the Deputy Town Clerk under
delegation, who will:

e Acknowledge receipt

e Review documents and information

e Seek clarification where required

5.4 Review of Investigation — Stage Two

If the complainant remains dissatisfied with the Stage One response, they may request
referral to a Councillors’ Review Panel.

5.5 Councillors' Review Panel — Final Stage

The Panel will consist of:

e The Leader of the Council (or Deputy if the complaint concerns the Leader)

« A nominee of the Leader (or Deputy nominee if applicable)

e The Mayor/Chair (or Deputy if the complaint concerns the Mayor/Chair)

An independent note-taker, with no prior involvement, will attend.

Outcomes of all formal complaints considered by the Panel will be reported twice

yearly to the Policy, Governance & Finance Committee and to Full Council. The
Panel’s decision is final.

6. Complaints Procedure

6.1 How to Make a Complaint

Complaints may be submitted:

e Inwriting: to Witney Town Council, Town Hall, Witney, OX28 6AG or info@witney-
tc.gov.uk

« In person: by visiting the Council Offices during working hours

e« By telephone: via 01993 704379

Complaints vis social media comments are not accepted as official correspondence

warranting a formal response although they may be recorded as an informal
expression of dissatisfaction.

6.2 Information to Include

Complainants should provide:



« Name and contact details

o Clear details of the complaint

e Relevant dates, locations, and persons involved
e Any supporting evidence

6.3 Anonymous Complaints

Anonymous complaints (including those using obvious aliases) will be referred to the
Town Clerk, who will decide whether the matter warrants action based on seriousness
and available information.

6.4 Unreasonable or Vexatious Complaints

Where a complainant continues to pursue a complaint with no reasonable basis, or
where appropriate action has already been taken, the Town Clerk or Deputy Town
Clerk may decide that no further correspondence will be entered into.

The complainant will be informed that only new and substantive issues will receive a
response.

6.5 Acknowledgement

In line with the Council's Customer Service Standards, all complaints will be
acknowledged within 10 working days, confirming receipt and outlining next steps.

6.6 Investigation

Investigations will be carried out promptly and fairly and may include:
« Reviewing relevant documentation

o Consulting officers or departments involved

« Seeking additional information where required

6.7 Resolution and Remedies

Where a complaint is justified in whole or in part, the Department Manager/Dep Town
Clerk will determine appropriate remedies, which may include:

« An explanation

e An apology
« Corrective action or service improvement

6.8 Response

A written response will normally be issued within 21 working days of
acknowledgement. It will include:



« Findings of the investigation
e Actions taken or proposed (except where relating to individuals)
o Details of how to escalate the complaint if dissatisfied

A Councillor Panel will usually be convened within 14 working days of any request
with a review completed within 14 working days thereafter.

7. Confidentiality

All complaints will be handled in accordance with data protection legislation.
Personal information will only be shared with those directly involved in the investigation
or resolution.

The Council’s Privacy Notice is available on request or via its website here WTC
Privacy Notice.pdf

8. Monitoring and Review

Complaint data will be monitored to identify trends or areas for improvement. A
summary information will be presented to Council twice a year.

9. Equal Opportunities

Witney Town Council is committed to equality of opportunity. Feedback will be used
to identify and challenge any discriminatory practices. Complaints of discrimination or
harassment will be dealt with under this policy unless they fall under a statutory or
alternative legal process.

10. Contact Information

Witney Town Council, Town Hall, Market Square, Witney, OX28 6AG
Telephone Number: 01993 704379
Email: info@witney-tc.gov.uk

Next Review Date: This policy will be reviewed every two years, or sooner if
required.
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