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Complaints Procedure 
 
However a complaint comes into the council the following procedures must be followed 
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

1. Complaint received by complaints 

officer.  Date stamp in. 

2. Log on complaints database, mark 
assigned reference number on original 
complaint. 

3. Complete relevant 

acknowledgement letter. 

4. Scan all documents, place 
in electronic folder. 

 

5. Send memo with original 
complaint to relevant service 
officer.   

6. Post acknowledgement. 

7. If a singular response is 
required investigating officer sends 
direct to the customer with a copy 
of the full response to the 
complaints officer. 

6a. If complaint has multiple 
departmental issues, pass 
information and liaise with relevant 
departmental complaints officer/s.  

8. Mark as complete on database. 

9. Monitor complaints on a regular 
basis – follow up complaints 
approaching the 20 working day 
deadline. 

6c. Full response must be a joint 
response where possible, co-
ordinated by the first officer who 
receives the complaint. 

10. If extended time is required; 
complete relevant letter, explaining 
the delay and stating an expected 
date for the full response. 

7a. Complaints officer - 
forward a learning proforma 
to investigating officer for 
completion. 

7b. Log learning onto the 
Learned Outcomes data 
sheet. 

11. Report complaints and learning 
to managers on a regular basis. 

6b. All complaints officers 
concerned must ensure 

investigating officers do not reply 
direct to the customer.  

7c Complaints Officers 
must forward their 
Learning Outcomes data 
sheet to CSA on a monthly 
basis 


